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Abstract 
Introduction 
India has a long tradition of banking. Since the banking industry today has become an 
international business player, Indian banking industry has to compete globally in a highlv 
competitive market. They no longer have to market their products and services within the 
four walls of India but they have to meet international standards in a very open and a 
competitive environment to meet the market challenges. There is an increased 
competition, and they too, can not remain internally focused anymore if the\ want lo 
survive in the world market. The banking industry by its very nature is a people-intensive 
service industry despite its all-round technological advancements. Its business slrateg> is 
aligned with various strategies, like; technological, R&D, information systems, functional 
and operational, marketing, and the most important of all the human resource sirateg> 
The HR strategy alone will support the business strategy to be aligned with all other 
strategies. However, HR strategy no more means only support services; it plays a 
strategic role in realizing business goals and improving organizational performance. 
Globally, the banking industry is looking for human resources as its competitive 
advantage as its all other assets are inert, and India is fortunate to have this ad\antage 
which can be converted into a competitive advantage. Schermerhom (2006) also believes 
that India's great advantage lies with its human capital; managers owe it to themselves 
and to the country to unleash its full potential. The HR plays a vital role in providing the 
competitive edge to banking industry. Today the total transformation of human resources 
has become both a business necessity and a strategic, value-adding opportunit>. I he HR 
strategy needs to address the issue of how the banking industry will build its HR capital. 
They therefore, need to recognize human resources as a significant part of their long term 
business and corporate plan, in order to remain competitive in the dynamic business 
environment. Competitive advantage today stems primarily from the internal resources 
and capabilities of individual banks - including a bank's ability lo develop and retain a 
capable and committed workforce. If the Indian banking system is to attain international 
excellence, apart from action on several fronts like, introduction of greater competition; 
convergence of activities of financial conglomerates; induction of new lochnok)g\; 
improvement in credit risk appraisal; encouragement of financial inno\ations: 
improvement in internal controls and establishment of an appropriate legal framework, 
they need action on human resources front (Mohan, 2006). HR Strategy has to be linked 
with the business goals, as it is going to play a major role to cope up with future 
challenges. The nature of competition is now changing so dramatically and frequently, 
particularly due to globalization and the impact of information technology, that the 
research about the working of Indian banking from HR perspectives in terms of its 
corporate excellence, has acquired relevance. As the competitive success is achieved 
through people, it has always been important for the banks to build a workforce that has 
the ability to achieve competitive success. And the role of management is to optimize the 
use of resources available to it so that they all are used together in the most possible 
combination in order to bring organizational excellence. It is in this concern that the 
present study intends to study the different perspectives of HR system, functions and 
employees perceptions about the HR functions in terms of their impact on working 
results of banks. 
This study is concerned with Human Resource (HR) Strategy in commercial banks in 
India, and in this direction the effort has been made to investigate whether in India the 
banks' corporate excellence is matching with their HR strategy. It examines the relevance 
of HR strategy in Indian banking industry with reference to foreign, private and public 
sector banks in particular; and its relationships with their business strategy, and whether 
HR strategy is aligned with business strategy to give desired working results. It also 
reviews various other strategies as a part of business strategy. The effort therefore, has 
been to conduct the study in relation to performance appraisal system used by banks, its 
relationship with various HR functions and then to investigate the impact of these HR 
functions on the working results of banks. 
Review of Literature 
We extensively covered the studies carried out by the experts and researchers on the 
subject and related areas. To undertake the literature review, all possible literature 
available on the subject and related areas in the form of doctoral theses. Indian and 
hiternational dissertation abstracts, reports/ periodicals, books, articles appeared in 
various Journals, Financial and daily Newspapers etc.. has been reviewed. The relc\ant 
studies (including theory as well as empirical based studies and the papers presented in 
seminars/ conferences) which directly or indirectly fix the domain of the present studv 
and are found to be providing a theoretical support to it. have been reviewed. And the 
studies have been categorized under three heads based on the nature of literature: firsi 
relating to overall strategies to excellence, second relating to HR Strategies for 
excellence, and third relating to HR Strategies for business/ corporate excellence in 
business organizations/ commercial banks in India. The review of literature suggests 
that most of the studies are observation based and no serious attempt has been made h\ 
researchers to study the varying aspects of HR strategies which are common and 
implemented by all commercial banks in India (public, private including foreign banks) 
in relation to business strategy influencing the working results of banks for attaining the 
corporate excellence. And based on this feedback of literature survey, a research gap is 
identified and set out the research problem. 
Problem Statement 
The research purpose is to carry out a study aiming to provide the details of HR strategies 
being implemented by commercial banks in India (including foreign banks) in relation to 
HR functions influencing their working results in terms of corporate excellence, with 
particular reference to public sector banks. 
Justification of studying Banks 
The strength of human power is recognized to be a competitive advantage for banks in 
India and for any service organization; and they need to concentrate on it. address il in 
totality and allocate the material resources accordingly for its development to meet the 
organizational needs. However, the reason of selecting the commercial banks in India (or 
studying corporate excellence is for the very fact that banking sector apart from being one 
of the largest employers in India, it is more than seventy percent people-oricnlcd service 
industry. It is well recognizing the human resources as its major strength, and therefore 
providing the maximum opportunity to researcher of studying the diverse aspects of IIR 
strategies and related issues which may help the problem to arrive at more meaningful 
results. A closer look at any successful organization reveals that it is becoming more 
vision driven, goal oriented and human resources strategy based, and with this reason, the 
foreign banks are probably believed to be giving tough competition to their Indian 
counterparts. The same is the case with private sector banks, particularl) ncv, prixate 
sector banks, as a news item appeared in The Financial Express dated; 6" .Iul\. 2006 
which reads as, 'Pvt banks outsmart PSBs in productivity during '05-06". 
Objectives of Research 
The broad objective of the research study undertaken is to closely stud> the overall 
workings of commercial banks in India, and to examine the usage and application of 
various HR strategies, policies and practices aimed at strategizing the business policies in 
order to achieve the organizational excellence. And based on broad objectives defmed. 
there are well thought out two specific objectives of the research - one is to study the 
banks' existing HR system - the Performance Appraisal System, its relationships with 
HR functions (counseling and career development, administrative and operational 
control, recruitments/ selection, trainings/ job enlargement, promotions/ elevations. 
transfers/ placement, rewards/ benefits, and punishments); and another is to investigate 
individually the subsequent impact of these HR functions on the Working Results of 
banks. In brief they are: 
1. To investigate whether Performance Appraisal System is significantly relate J to HR 
funclions. and 
2. To investigate whether HR functions have positive and significant impact on ihc 
Working Results of hanks. 
Hypotheses 
The framework of study has been designed to test the following hypotheses based on 
specific objectives, to facilitate the data collection, presentation of cases, their analvsis 
and interpretation. 
HQI - There is no significant relationship between Performance Appraisal system and 
Counselins and Career Development. 
Ho2 - There is no significant relationship between Performance Appraisal Syswii] and 
Administrative and Operational Control. 
Ho3 - There is no significant relationship between Performance Appraisal System and 
Recruitments/ Selection. 
Ho4 - There is no significant relationship between Performance Appraisal System and 
Trainings/ Job Enlarsement. 
Ho5 - There is no significant relationship between Performance Appraisal System and 
Promotions/Elevation. 
Ho6 - There is no significant relationship between Performance Appraisal System and 
Transfers/ Placement. 
Hn7 - There is no significant relationship between Performance Appraisal System and 
Capital Rewards/ Benefits. 
Ho8 - There is no significant relationship between Performance Appraisal System and 
Punishments (for mistakes/lapses.. 
Ho9 - There is no significant effect of Counselins and Career Development on the 
Worlcing Results of Bank.. 
HfllO - There is no significant effect of Administrative and Operational Control on the 
Working, Results of Bank. 
Hoi 1 - There is no significant effect of Recruitments/ Selection on the Working Results 
of Bank. 
Hol2 - There is no significant effect of Trainings/ Job enlargement on the Working; 
Results of Bank. 
HoI3 - There is no significant effect of Promotions/ Elevation on the Working Results of 
Bank. 
Hoi 4 - There is no significant effect of Transfers/ Placements on the Working Results of 
Bank. 
Hol5 - There is no significant effect of Capital Rewards/ Benefits on the War kin ii 
Results of Bank. 
Hoi6 - There is no significant and adverse effect o'i Punishments (for niisiake.s lapsesi 
on the Working Results of Bank. 
Methodology of Research 
The present study is conceptualized based on our specific objectives, and in the light ot 
these objectives we have taken decision to use the Case Study Method as our well 
thought out research methodology to achieve the set objectives. There are three l\pes of 
Case Study Method viz; Explanatory or Causal case study. Descriptive case study and 
Exploratory case study [Yin, 1987]; and we have used the Explanatory or Causal case 
study as it is the most applicable in this situation. 
Sampling Procedure and Selection of Sample 
The commercial banking in India comprises broadly of two categories of banks, viz; 
Scheduled- public sector, old and new Private sector, the foreign banks working in India 
and the regional rural banks; and Non-scheduled local area commercial banks, fhere 
were total 88 'Commercial banks in India' as at end-March; 2006 {as per RBI Annual 
Report. 2005-06), identified as 84 'Scheduled Commercial Banks (excluding RRBs) 
comprising 27 public sector banks (8 SBI and associates and 19 nationalized banks). 28 
private sector banks and 29 foreign banks; and 4 'Non-scheduled local area commercial 
banks". This study is confined to 84 Scheduled Commercial Banks, i.e. the first three 
categories of banks, 27 public sector, 28 private sector and 29 foreign banks. 
For Case Study, looking at the nature of Population size which consists of 3 different 
categories of banks; Public, Private and Foreign, each of almost equal size in number; 3 
units, 01 from each group of banks based on the principle of Stratified Samplin^i. have 
been selected by a random procedure. In this procedure, the population has been di\ ided 
into 3 sub-populations (called ^strata") based on the categories of banks thai arc 
individually more homogeneous than the total population and then under each siraiuni. 
only those banks were considered for random selection which based on secondar\ data 
available are either global or exerting their nerves to be global (with overseas presence) 
and are in the process of restructuring their business, products, priorities, to constitute a 
sample. Since each stratum is more homogeneous than the total population, we arc ahk- to 
get more precise estimates for each stratum and by estimating more accurate!) each of the 
component parts; we get a better estimate of the whole. 
With this principle, the Banks selected for Case Study are- Bank of Baroda. IClC'l Bank 
and Standard Chartered Bank, the public, private and foreign banks respecii\eh. 
Case Study- Profile of Banks Selected for Study 
The complete profile of respective banks has been outlined which covers, the history of 
banks, the early years of banks, respective bank's philosophy on code of corporate 
governance, banks' performance during the year ended 2006 under key financial 
parameters. It also highlights the respective banks' various initiatives vi/; technologv 
initiatives, customer centric initiatives, marketing initiatives, social initiatives. HR 
initiatives, etc. and various other strategies adopted by them for the welfare and 
advancement of employees, and for the development of banks. 
Moreover, Bank of Baroda, recently as a part of implementation of Business-driven HR 
Policy is found to have evolved the HR Mission Statement: "Creating Competence and 
Passion for Business Excellence'" which is reflective of Bank's commitment to its people. 
This is the only public sector bank which incidentally happens to have got maximum 
overseas presence, and is known as India's International Bank. Similarly. 1 C 1 C i Bank 
selected under private sector category found to have overseas bent and Standard 
Chartered Bank under foreign banks category selected is one of the oldest and the oiiK 
largest foreign origin bank in India representing about 100 nationalities worldwide and 
also as experienced it is more common and prominent amongst the Indian masses. 
Method of Data Collection and Questionnaire Design 
Both the secondary and primary sources were utilized to collect the necessary 
quantitative and qualitative data for the selected banks. For secondary data, their annual 
reports, financial statements, in-house bulletins, etc were referred. However, for primary 
data, a structured Questionnaire on 5-Point Scale (5 - Strongly Agree. 4 - Agree. 3 -
Neither Agree Nor Disagree, 2 - Disagree and 1 - Strongly Disagree) consisting of 33 
questions based on specific objectives of the Study apart from 4 questions on profile o!~ 
the responding employees, was designed. Before finalizing the Questionnaire, it was pilot 
tested. The questions Validity and ReJiabiiity were tested and wherever changes were 
necessary, it was made; and finding the questions satisfying in ail respect, it was tlnali/ed 
administered. 
The total 33 questions grouped based on HR system, functions and working results arc as 
under-
/. Performance Appraisal System (questions 1 ~ 5 ~ 5) 
2. Counseling and Career Development (questions 6-8 = 3) 
3. Administrative and Operational Control (questions 9-10^2) 
4. Recruitments/ Selection (questions 11-13 = 3) 
5. Trainings/ Job enlargement (questions 14-19=6) 
6. Promotions/ Elevations (questions 20 - 22 = 3) 
7. Transfers/ Placements (questions 23 - 24 = 2) 
8. Rewards/ Benefits (questions 25 - 26 = 2) 
9. Punishments (question 27 = I) 
10. Working Results/Performance ofBank/s (questions 28- 33= 6) 
Primary Data Collection and Reliability Test of Data 
Looking to the nature of study unit, it was targeted to collect the responses from 600 
respondents, 200 from each bank with expected responses of 40% to 50% each in order to 
get better estimated results. The responses therefore, received and which were useable are 
as under: 
Sr. No. 
1. 
2. 
3. 
Name of Banks 
Bankof Baroda 
I C I C I 
Stndrd. Chartered 
T O T A L 
No. of 
Questionnaires 
for each bank 
200 
200 
200 
600 
Filled-in 
Questionnaires 
collected or 
recvd. by post 
133 
102 
87 
322 
Filled-in 
Questionnaires 
Useable 
119(59.5%) 
91 (45.5%) 
79 (39.5%) ' 
289 (48.7%) 
The reliability of data collected for the set of 33 questions, was computed b\ applying 
Cronbach's Alpha (a) using SPSS (Software Package for Social Sciences) Rcliabilit\ 
programme. 
And the Reliability Coefficients are: 
N of Cases = 289, N of Items = 33. 
Alpha (a) = 0.8363, which is more than the acceptable level of 70%. 
The widely accepted social science cut off for Cronbach's alpha is that alpha should be 
0.70 or higher for a set of items to be considered a scale as per Hair et a/ (1998). 
Data Analysis Procedure 
The primary data collected which were collated and verified for reliability lest, were 
processed and presented in order to make them suitable for the purpose of analysis work 
For the purpose of data analysis, we have used SPSS software, version 11. 
As the specific objectives of the research were to study the banks' existing HR system, its 
relationships with HR functions and to investigate the subsequent effect of HR functions 
on the working results of banks, the set of total 33 questions based on 10 broader HR 
areas and grouped accordingly were further classified defining the Variables and 
Hypotheses for the purpose of analysis. 
After computing the variables at 95% confidence level, the ordinal data has been 
converted into scalar data and analyzed using T-test to test the level of significance, and 
Pearson's 2-tailed Bivariate Correlation Coefficient to work out the correlation 
coefficient between the Performance Appraisal System (Independent Variable) and 
various HR functions (Intermediating Variables), and subsequent effects of these HR 
functions (Intermediating Variables) on the Working Results of bank/s (Dependent 
Variable), by applying SPSS software. And then tested the chance the observed 
correlation is significantly different from zero correlation, in a +tive or -live direction. 
The Pearson Correlation Coefficient is a measure of linear association between the two 
variables, and the values of the Correlation Coefficient range irom -1 to +1. 
Data Analysis and Interpretations 
The bank wise profile related to age, qualification and designation of target group ol' 
respondents, from whom primary data were collected mostly by holding personal 
discussions, has been outlined. They were the clerical and officer emplovces in \ariou^ 
categories (1. II, III, IV. V and VI) - some were functional and departmental head^ 
heading the departments at their local administrative offices depending upon the 
organizational structure of banks. 
Based on data collected, the correlation coefficients have been worked out between the 
Performance Appraisal System (no.l) and eight HR funclions (nos. 2 to 9) and then 
subsequent effects o^ HR functions on the Working Results of bank/s (no. 10). The result 
then has been presented in the form of Correlation Matrix, follovsed b\ brief 
interpretations of data for discussion. However, before working out the correlation 
coefficients, the significance level of questions for each bank using T-test based on one-
sample statistics and one-sample test, was tested 
Results and Discussions on Results 
The bankwise major findings in terms of application and relationship of Performance 
Appraisal System with various HR functions and the subsequent effects ^^^ HR functions 
on the Working Results of banks, has been discussed by rejecting or accepting the 
hypotheses set. The investigations reveal that HR functions are either influenced or not 
influenced by Performance Appraisal System in respective banks; and the> are having 
varying effects on banks" working results depending upon their HR capital. HR policies. 
strategies, priorities, existing and prospective infrastructures and also the employees 
awareness and perceptions about the banks' policies and procedures. Some results are 
found to be similar in nature, and some are different. There are more similarities found in 
the functioning of each bank with little variations. The reasons and nature of those 
variations have also investigated in the perspective of past study, present observations 
and future assessments with a view to reconstruct a more realistic and solution based IIR 
policies and strategies to implement the concept of corporate excellence in the working ol" 
commercial banks in India. 
Summary, Conclusions, Suggestions, Limitations and Direction for Future 
Research 
The study has been summed up with conclusions drawn based on the findings of stud\ 
and then some suggestions subsequent to conclusions are given with a view to bcnellt the 
emploNoes and the banks. Having come across certain limitations during the cduisc ol 
stud), there is always a scope for improving the study and hence some directions arc 
given to future researchers which have been outlined based on the results of present 
research. 
Conclusions 
First Objective of our Study: Performance Appraisal System is sionificantl\ 
related to HR functions. 
• The findings of our study vide hypotheses Ho-3 (recruitments/ selection) and H()-4 
(trainings/job enlargement) summarily rejected in all 3 banks, thereby support the 
first objective of our study that the performance appraisal system is significant!) 
related to HR functions, 'recruitments/ selection', and "trainings/job enlargement' 
respectively in all the three banks. 
• The findings of our study in terms of hypotheses Ho-5, Ho-6, Ho-7 and HQ-H 
related to HR funcfions viz; 'promotions/ elevation', 'transfers/ placement". 
'capital rewards/ benefits' and 'punishments' respectively having been accepted 
in all 3 banks thereby showing that they are not significant!) related to 
performance appraisal system of any bank and therefore they do not support the 
first objective of our study. 
• The findings of our study vide first two hypotheses Ho-1 and Ho-2 related to HR 
functions viz; 'counseling and career development", and "administratiNe and 
operational control* respectively show mixed results; out of six possible results 
(two of each bank), two are rejected and four are accepted meaning thereb\ thai 
only two results support the first objective of our study and the remaining four do 
not support. 
We therefore, observe from the findings of this study and conclude thai the first ohjeclive 
of our study, performance appraisal system is significantly related to HR funclioin is 
not fully supported in any of the hanks. 
Second Objective of our Study: HR functions have positive and significant 
effect on the Working Results of banks. 
J|W*fc>** 
• The findings of results vide hypotheses Ho-ll (recruitments/ selection). Ho-12 
(trainings/ Job enlargement) and Ho-13 (promotions/ elevation) in ihc case ul 
ICICI and Standard Chartered Bank which are uniformly rejected, support oiii 
second objective of the study that there is positive and significant impact ol 
recruitments/ selection process, trainings/ job enlargement and promotions 
elevation on the working results of these two banks; whereas in the case of Bank 
of Baroda except Ho-12 (trainings/job enlargement), other two hypotheses Hn-11 
(recruitments/ selection) and Ho-13 (promotions/ elevation) having been accepted 
suggest that the HR functions, 'recruitments/ selection' and "promotions/ 
elevation' are having insignificant impact on bank's working results and they do 
not support the second objective of our study. 
• The findings of results in terms of hypothesis Ho-9 (counseling and career 
development) in the case of Standard Chartered Bank, although statistical!) does 
not apparently support the second objective of our study as it supports in case ol 
ICICI Bank , but in reality it supports the objective as we have got enough 
evidence available from the secondary sources as well as from the personal 
interview with the respondents, whereas in case of Bank of Baroda, the findings 
do not physically support the objective of our study. 
• The findings of results in terms of hypothesis Ho-10 (administrative and 
operational control) in case of ICICI Bank although statistically does not support 
the second objective of our study apparently as it supports in case of Standard 
Chartered Bank, but in reality it supports the objective as we have again got 
enough evidence available from the secondary sources as well as the personal 
interview with the respondents of bank; however, in contrast to the llo-^ ^ 
(counseling and career development) the findings of this study in case of Bank of 
Baroda support the second objective of study that 'administrative and operational 
control does have positive and significant impact on the working results of bank". 
• The findings of results vide hypotheses HO-14, HO-15 and HO-16 in terms of 
'transfers/ placement', 'capital rewards/ benefits' and 'punishments' rcspecliveh 
do not support the second objective of our study in case o\' Bank ol Baroda; 
vvh'ereas in case of Standard Chartered Bank, the capital reward.s/ benellls (I In-1 5) 
and the punishments (Ho-16) support the second objective, and in case of IC'ICI 
Bank, the punishments (Ho-16) alone supports the second objective of our studx 
that. "HR functions have direct and significant impact on the working rcsulls ol 
banks'. 
We therefore, observe from the findings of this study and conclude that the second 
objective of our study. 'fiR functions have positive and significant impact on the working 
results of banks ' is comparatively supported more strongly in private and foreign secloi 
hanks (ICICI and Standard Chartered banks) than in public sector bank (Bunk of 
Baroda). 
These results are substantiated by the studies of Asthana and Sharma (2005) that there is 
generally no management orientation to HR functions in Indian (public sector) banks as 
much as it is perceived. Sharma and Agarwal (2005) also report that, even toda> in 
public sector banks, the HR strategies are not linked with business strategies and that 
result into damage to their business. They are recently given more autononi) on deciding 
the HR issues relating to staffing pattern, recruitment process, trainings, promotions 
process, etc., however, they are not yet fully exploited to explore the avenues of 
excellence. These results are also supported statistically by Group Statistics. 
We find from our observations and the secondary sources available that ICICI and 
Standard Chartered banks have open organizational culture, more freedom, more control 
over the work, less supervisory control, etc. While in a closed organizational culture of 
public sector banks with less freedom, less control over the work, excessive superx ision. 
routine assignments, etc. which are the features of immaturity, employees tend to exhibit 
the bahaviour of immaturity regardless of their actual state. Organizational environment 
and practices determine how an individual behaves. Depending upon the environment in 
organizations, employees' behaviour changes. 
However, at the same time the facts can not be denied that the public sector banks which 
were once really considered slothful, obese, unimaginative and unambitious, are now 
conjuring up new visions of prosperity and growth. After abolition of Banking Service 
Recruitment Board a few years back by the Govt, of India, they have become more HR 
conscious and are in the direction of formulating and implementing their own new WW 
Resourcing Policy with a view to take care of recruitments and all other HR related issues 
in order to meet and counter the competitions from the private and foreign banks woikiiiu 
in India. They are now initiating the campus recruitments, recruitments from open 
markets, etc and implementing all HR strategic measures which we belie\e in times lo 
come will not only help them to fall in line with Foreign and Private Secioi Banks but 
they may surpass them. 
Suggestions 
Based on above findings and observations, there are few important suggestions otfcied 
by the researcher which may hopefully prove to be useful to employees and the banks 
particularly the public sector banks. 
• In most of the banks, the Performance Appraisal System lacks objectivity and also 
the credibility in terms of its uses for developmental purposes which are leading 
to mismatch between the HR functions and the results of banks 
• The authority should periodically review the performance appraisal s>stem to 
ensure that no important HR function hitherto left out remains uncovered 
• The authority should analyze the performance of the employees ob|ecti\el\ m 
ternis of the set standards, establishing linkages with all vital HR functions, and 
take note of the issues brought out in the appraisal for the development of banks 
and the employees. 
• A Performance Appraisal System to be introduced allowing the immediate lunioi 
Officer/s to appraise the workings of their Superiors 
• The Performance Appraisal System should be invariably introduced for the 
workmen staff on the closed basis system by all banks on the lines of Bank ol 
Baroda (already introduced), not only to enforce discipline in them but also as a 
step in the direction of promoting organization-wide performance cultuic ol 
respective bank. 
• The existing Performance Appraisal System based on marks should be changed to 
Grading so that the biased ness on the ground of marks is eliminated 
• Ihe top management of the banks, particular!) public sectoi banks should 
understand the gravity of situation of talented employees leaving the oigani/alion 
and therefore they should involve themselves in the process of counseling and 
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career development. 
• Hmployee Satisfaction Survey on the line of Customer Satisfaction Survc\ should 
be introduced which may help the banks to know the grievances of empk)\ces as 
well as their expectations from the Management. 
• Banks should develop a constant liaison with Management Institutes to attract the 
best of the talents available. 
• A specialized Committee should be formed in every bank to identif\ ke\ 
competency gaps among the executives which may investigate the existing as 
well as prospective ways of developing them to function effectively in the 
competitive world and that should periodically meet to discuss the issues, as also 
has been suggested by Swain (2004). 
Limitations 
There were various limitations having come across during the course of our siud>. 
Despite best of the efforts, some limitations beyond our control continued to be there. 
However, all possible efforts were made within the circumstances available, to gi\e best 
results. Some of the limitations which were worth mentioning have been explained in the 
Thesis. They are industry coverage, subject coverage, population and sample size, time 
constraints, cost constraints, personal constraints, etc. The researcher's knowledge and 
personal biases apart from personal constraints like family responsibilities and other 
social obligations too would have had an impact on this study. And therefore, an) error or 
omission is fully owned by the researcher. 
Direction for Future Research 
There is always a scope for future researcher to improve the study: whether it is a 
research study, the analysis work or an experimental study in basic Science. And 
therefore, there are some directions for future researchers. 
• For future research, the questionnaire can be modified and designed still in more 
lucid manner focusing on many other strategies, like technological, marketing, 
advertising and publicity, cost cutting, etc. in relation to MR Strategies aligned 
with business strategies. 
• The future researcher should plan well in advance to approach the taiget group ot 
respondents by mail instead of reaching them in person (with a view to difficulties 
explained under industry coverage limitation) but taking the higher management 
into confidence so that they may not be able to refuse it This v\ill not onl\ 
provide them better information and save the traveling time, costs of lra\eling. 
traveling exertions, etc., but this will also give enough time to respondents to 
think and provide better feedback in response to the questions. It will no doubt be 
little more time taking but the quality of feedback is best assured. In instant case. 
there has always been the difficulty in reaching out to respondents and getting 
back the properly filled in questionnaires was ever doubtful. 
• With a view to a large population size of commercial banks in India spread all 
over the country, if feasible future researchers should increase the size of sample 
to a reasonable level and carry out the study by proportionately selecting the 
sample unit from each bank based on geographical regions of the countr\ as it is 
with future direction to approach the respondents through mail and not ihiough 
personal interview. In instant case, the primary data was collected more from a 
particular area and its surroundings where the researcher is stationed due to the 
personal interview with the respondents because the responses received through 
mail was poor on account of no region based strategy adopted in the study 
• The future researchers can also modify the research topic as 'commercial banks in 
India with particular reference to a region (specify)" in order to make it more 
convenient and accessible to them so as to arrive at better results of the study 
The findings of present study are therefore, believed to provide a conceptual framework 
and an insight which may contribute as a direction to the future reseaichers jbi 
understanding the banks geographical spread, their functioning and the pioblems ol 
future research in commercial banks in India. This study will serve as a road map and a 
basis to future researchers in understanding the employees attitude and their qualii> in 
banking in general and Indian banks in particular, their awareness and perceptions about 
HR functions and systems being implemented in banks; for devising a more focused 
research problems covering more number of banks, whose stud> can pio\idc the lesults 
which may be more directed towards an attempt to excellence 
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Preface 
The present study is concerned with Human Resource Strategy in commercial banks in 
India, and in this direction the effort has been made to investigate whether in India the 
banks' corporate excellence is matching with their HR strategy. It also examines the 
relevance of HR strategy in Indian banking industry with reference to foreign, prixate and 
public sector banks and its relationships with their business strategy; and whether HR 
strategy is aligned with business strategy to give desired working results. Whether there 
are willingness and competencies to implement the HR strategies, or there is no HR 
strategies at all implemented in commercial banks in India, particularly public sector 
banks. It also reviews various other strategies, like R&D, marketing, information 
systems, functional and operational, etc. as a part of business strategy. The effort 
therefore, has been to conduct the study in relation to Performance Appraisal System 
used by banks, its relationship with various broader HR functions (counseling and career 
development, administrative and operational control, recruitments/ selection, tramings/ 
job enlargement, promotions/ elevations, transfers/ placement, rewards, punishments, 
etc.). And then to investigate individually the impact of these HR functions on the 
working results of banks in the present day banking scenario, with a view to impro\ise 
the existing HR strategies or to suggest implementing new HR strategies, if required to 
bring about corporate excellence in the working of commercial banks in India. It is m this 
concern that the present research intends to study the different perspectives of 
performance appraisal system, HR functions and employees perceptions about the HR 
functions in banks in terms of their impact on performance/ working results of banks. 
The research is based on well thought out specific objectives to investigate the 
relationship of performance appraisal system with HR functions, and then HR functions" 
subsequent impact on the working results of commercial banks in India. To begin with. 1 
banks; 1 from each sector of banks viz; public, private and foreign banks working in 
India were selected randomly using stratified random sampling, for conducting case stud> 
as a research methodology. Accordingly, a structured questionnaire consisting of 33 
questions based on performance appraisal, HR functions and working results of banks 
apart from 4 questions related to personal details of respondents, was designed and 
targeted to collect the responses from 600 respondents, 200 from each bank. lhnve\ei. 
i\ 
the responses received and which were useable, are 289 (48.70%); 119 (59.50%) jrom 
Bank of Baroda. 91 (45.50%) from ICICI Bank and 79 (39.50%) from Standard 
Chartered Bank, the respective public, private and foreign banks. 
The data has been analyzed using T-test and Pearson 2-tailed Correlation Coefficient to 
respectively test the level of significance of questions and to work out the correlation 
coefficient between the Performance Appraisal System (Independent Variable) and 
various HR functions (Intermediating Variables), and subsequent effects of these HR 
functions (Intermediating Variables) on the Working Results of bank/s (Dependent 
Variable), by applying SPSS (Statistical Package for Social Sciences) Software, version 
11. The results obtained were examined individually for each bank in relation to the 
Hypotheses set. 
Based on the investigations made for each bank, our findings in relation to the objectives 
are concluded with following observations -
• // is observed from the findings of this study that the first objective of our study. 
"performance appraisal system is significantly related to HR functions" is not fully 
supported in any of the banks. 
• // is observed from the findings of this study that the second objective of our study. 
"HR functions have positive and significant impact on the working results of hanks" 
is comparatively supported more strongly in private and foreign sector hanks (K V( 7 
and Standard Chartered banks) than in public sector bank (Bank of Baroda). 
However, the facts can not be denied that the public sector banks which were once 
considered slothful, obese, unimaginative and unambitious, are now conjuring up neu 
visions of prosperity and growth. After abolition of Banking Service Recruitment Board a 
few years back by the Govt, of India, they have become more HR conscious and are in 
the direction of formulating and implementing their own new HR Resourcing Policy with 
a view to take care of recruitments and all other HR related issues viz.; promotions. 
trainings, counseling and career development, transfers, placement, etc. in order to meet 
and counter the competitions from the private and foreign banks working in India. rhe\ 
are now initiating the campus recruitments, recruitments from open markets, etc. and 
implementing all HR strategic measures which we believe in times to come will not onlv 
help them to fall in line with Foreign and Private Sector Banks but they may surpass 
them. 
The findings of present study are therefore, believed to provide a conceptual Iramcvvork 
and an insight which may contribute as a direction to the future researchers lor 
understanding the banks geographical spread, their functioning and the problems of 
future research in commercial banks in India. This study will serve as a road map and a 
basis to future researchers in understanding the employees attitude and quality in banking 
in general and Indian banks in particular, their awareness and perceptions about HR 
functions and systems being implemented in banks; for devising a more focused research 
problems covering more number of banks, whose study can provide the results v»hich 
may be more directed towards an attempt to excellence. 
Chapterization of Thesis 
The present study is divided into Ten Chapters which are listed as under with brief 
descriptions of their coverage -
Chapter 1 is the introductory chapter presenting the overview of the research stud\ 
undertaken on the proposed subject. Chapter 2 gives in brief the background of Indian 
Banking System, its Evolution in India, and the Classification of commercial and non-
commercial banks in India. Chapter 3 covers the Literature Review and Survey of the 
previous studies done by the researchers and academicians on the related subject with 
research gap identified. Chapter 4 explains the Objectives of study, the Research Design. 
Methodology of research, Design of Questionnaire, Method of data collection, etc. 
Chapters 5, 6 & 7 give the Profile of banks viz; Bank of Baroda. ICICI Bank and 
Standard Chartered Bank respectively whose case study is done under our proposed 
study. Chapter 8 deals with Data Analysis and its Interpretation. Chapter 9 is devoted for 
Results and Discussions on Results. Chapter 10 sums up the study with Summar\. 
Conclusions drawn and the Suggestions offered based on the observations of the research 
making a small effort to provide some insight to the issues the commercial banks in India 
are facing today, with the aim to contribute to their objective of attaining the corporate 
excellence. This Chapter also describes the Limitations of Study on the part of researcher 
and discusses the Direction for future researcher. 
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Glossary of Technical Terms 
Excellence It means surpassing or outstanding achievement. It is 
important to organization beeause it sets an example, a 
standard of behaviour that is organizationalis useful. 
Corporate Excellence It is defined to be the combination of excellence of 
people, system, product and marketing. 
Strategy The term 'strategy' is a military analogy to a business 
organization. A strategy is used in the context of 
aiming to compete and win. 
HR Strategy It deals with strategies of various aspects of HR 
functions, like attracting, retaining. dc\ eloping. 
motivating, empowering and utilizing the emplo\ecs 
and their competencies for effective organizational 
functioning and growth. 
Competitive advantage The word 'competitive advantage' implies the 
development of those elements of the organizations" 
overall activities which contribute to overcoming the 
competition in the field. 
Corporate The word 'Corporate' is defined in Chambers 
dictionary as an entity, which is legal!)' united into a 
body which acts as an individual. In the context of 
business organization, it is related to corporations, big 
business houses, PSUs etc., who have common 
missions, vision, and goals across the organizations' 
many units. 
Corporate Culture The ingredients of such culture include a sense ot 
responsibility and accountability, relationships of trust 
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and confidence, management by participation or 
collective decision-making. a transparent 
organizational communication mechanism between the 
employers and employees, and a congenial industrial 
relation in which the employers and employees arc 
bound by the relationship of brotherhood. 
Internal Motivation It comes from within the employees, and it is healthier 
and more productive. For this internal motivation to 
take place, the role of HR is of a facilitator. 
External Motivation It is bom from monetary interests. There is no sense of 
belongingness in the employees. 
It is defined to be creation of a world without 
boundaries, where every market will be freely 
accessible. It presents both opportunities and threats to 
organizations and the societies in which they reside. 
It implies that a person works for achieving the 
organizational objectives in totality. Ethics and ethical 
values of people play a significant role in 
organizations as a creator of values, it implies 
protecfing the interest of the organization at all times. 
Corporate Governance Compliance of all statutory and regulator) 
requirements, transparency in corporate disclosures, 
high quality of accounting practices and adhering to 
the best level of business ethics. 
Work Ethics 
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List of Commercial Banks in India 
1, Scheduled Commercial Banks in India 
A) Public Sector Banks 
a) State Bank of India and 7 Associates 
1) State Bank of India 
2) StateBankofBikaner and Jaipur 
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4) State Bank of Indore 
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16) Bank of Baroda 
17) Oriental Bank of Commerce 
18) Punjab & Sind Bank 
19) United Bank of India 
B) Old and New Private Sector Banks 
1) South Indian Baak Ltd. 
2) Induslnd Bank Ltd. 
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26) Sangli Bank Ltd. 
27) Ganesh Bank of Kurundwad Ltd. 
28) Tamilnad Mercantile Bank Ltd. 
C) Foreign Banks in India 
1) Standard Chartered Bank 
2) American Express Bank 
3) Citi Bank 
4) ABN Amro Bank 
5) Hong Kong and Shanghai Banking Corporation(HSBC) Bank 
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7) Arab Bangladesh Bank Ltd. 
8) Bank International Indonesia 
9) Antwerp Diamond Bank N.V. 
10) Bank of America N. A. 
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II. Non-Scheduled (Local Area) Commercial Banks in India 
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Introduction 
1.1. Background 
There is a simple truth to understand that the banking industry is a service organization 
and the people want from such organization, is service. The banks being seventy percent 
people-oriented service organization have adequate manpower; however, we need to 
examine the quality in them to offer the kind of services they require to deliver to their 
customers which have to be of high order. The mechanization is undoubtedly a means to 
achieve these ends, but the machines alone can not be expected to perform all the 
required functions without an intervention of manpower. No matter as to what level of 
technological sophistication the organizations have attained or will attain; Bhaskara Rao 
(2003-04) stipulates, the dependency of organizations on people will continue as 
technology by itself cannot produce quality products without right people at right place 
tor implementation. However, the quality of manpower has to match with diversified 
nature of banking operations in today's globalized economy. Every operation in banking 
is standardized; all jobs are quantified, defined and documented. Innovation is a ke\ 
ingredient in building high performance organizations (Damanpour and E\an. 1984). It is 
therefore, going to be the key differentiator in countering competition, in marketing, in 
developing new product and service solutions and in influencing customer preferences 
and market trends. Being innovative does not only mean coming up with new products 
and services, it may also be observed in adopting new technologies from other fields. nev\ 
ways of organizing and conducting businesses, new ways of marketing products and 
services, etc. This is especially true in the fast changing and complex environment thai 
most organizations exist in today. The emergence of knowledge economy, intense 
globalization and technological advances has increased the role of innovation in the 
efforts of organizations to achieve sustainable competitive advantages. It is a determining 
factor in the ability of organizations to adapt to new constraints and to take advantage of 
new conditions. Organizations need to take a composite view of innovation capabilil\ 
embracing both processes and assets. This is in line with the dynamic capability view. A 
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robust innovation process should be put in place with these capabilities io ma\imi/c 
results. Openness encompasses being open to new influences and ideas. v\i!lingness [o 
step out of comfort zones and to try out new ways of doing things. Openness has been 
theorized to aid organizational learning (Argyris, 1978; Senge, 1990). Openness helps 
organizations in taking an experimental approach towards knowledge bases and UnvaidN 
novel combinations of these bases. Leonard-Barton (1992). has eniphasi/cd thai 
managers need to expose their organizations to a bombardment of new ideas from outside 
in order to challenge their core rigidities and encourage inventive serendipity. Satvavathi 
& Raji (2005) pointed out that the managers at top level in general should possess unique 
professional competencies to perform the strategic role. They should demonstrate 
effective goal setting and policy formulation capabilities. They should be able to set long 
term objectives and contribute to the growth and diversification of organization. He adds 
that training is not only pivotal to organization for retention of their best and brightest, 
but also it develops the employees' ability to find them suitable job in the age of down-
sizing or right-sizing and flattering of organizations They have to invest in human capital 
to upgrade the knowledge and skills to gain long term returns. With this concern. ioda\ 
more and more organizations are concentrating on training for de\eloping their 
employees by sharing and caring for their needs. 
When we talk of HR Strategy, we deal with strategies of various aspects of HR functions, 
like attracting, retaining, developing, motivating, empowering and utilizing the 
employees and their competencies for effective organizational functioning and growth. A 
strategy is a course of action chosen with a view to achieve certain obiecti\es. These HR 
strategies have to flow both from short term goals of the organization as well as the long 
term business strategies. Even if they are not derived from them, they should at least be 
aligned with them; otherwise their very purpose will not be achieved. Business goals as 
well as the strategies need to be prepared to create new opportunities as also to make use 
of the opportunities available. HR strategies should aim at enhancing accountabilit> and 
ownership. Various HR systems and processes, rewards and recognitions, career planning 
and work culture contribute to them. Some HRD systems can be used as a part of the 
strategies to enhance accountability, ownership and commitment. As toda>"s world is 
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quality-driven and customer-driven, HR strategies have to aim at total qualiu and highest 
customer satisfaction. Ensuring quality products and ser\'ices require qualit\-
consciousness in every employee. Quality should be promoted in everything and it should 
become a way of life; and HRD systems, processes, etc., should aim at this. Rao (2000) 
suggests evaluating the appropriateness of HR strategies through HRD audit, to meet the 
business goals which examine the adequacies or inadequacies of the strategies. He 
mentions that the satisfied customers enhance organizations image and contribute to its 
profits. The customers' satisfaction therefore, becomes an important goal and strategy for 
organizations. The employees, who are satisfied, tend to create satisfied customers. With 
the help of Customer Satisfaction Surveys, the HR strategies to link employee 
satisfaction with customer satisfaction therefore need to be examined. Srinivasan (2005) 
calls the strategy, an aid to top management to deal with the problems and intricacies 
being posed by an increasingly complex and competitive environment. And according to 
Chandler (1962), strategy is the determination of basic long term goals and objecti\es of 
an enterprise and the adoption of courses of action and the allocation of resources for 
carrying out these goals- Strategic HR, which focuses on business goals of the 
organization, is a radical shift from traditional HR, in terms of objectives of the 
organizations. A strategic approach places the responsibility for managing people mostl\ 
on line managers who basically manage their people at work. Moreover, the aim of 
strategic HR is to function as a business partner in aligning the HR acti\ilies with the 
business strategy of the organization. Strategic HRM encompasses all those activities 
affecting the behaviour of individuals in their efforts to formulate and implement the 
strategic needs of the business (Schuler, 1992). 
The outstanding achievement or surpassing is the excellence, and it is important to 
organization because it sets an example, a standard of behaviour that is organizationallx 
useful. The excellence bolster faith that the hard work needed to excel does not go 
unrecognized or unrewarded. It comes in many forms, like 'being the best amongst 
competitors', 'doing better than what one has done earlier", 'doing something unique no 
one has done before", etc. All these excellence are obviously not free; there are the costs 
of mental and physical efforts involved, and sacrifices made in the pursuit of surpassing 
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achievement. The human resource development movement is aimed ai llicilitatiiii; 
organizationally useful individual growth and development. Khandwalla (1^)95) belic\L's 
that the differences in organizational excellence spring from differences in organi/alional 
commitments. It should be pursued, achieved and maintained in all areas of operations. 
Excellence is called at one place by Budhiraja and Athreya (1996), to be a discipline, an 
attitude of mind where every endeavour is characterized by the desire to do the \ er\ bcsi 
one is capable of doing. It is an internal quality which can only be developed through 
constant striving. The ability or desire for excellence does not come naturally to 
everyone. Most people are willing to strive for a higher level of performance provided 
they are suitably guided. The organization as a whole must develop this ability, so that 
the striving for excellence touches all areas of organizational activity. In this context. 
Kazmi (1997) opions that many things make an organization successful; one thing which 
is common to all excellent organizations is the quality of their human resource 
development. And the Corporate Excellence is the combination of excellence of people, 
system, product and marketing and of these, people excellence is considered to be the 
important one, because it has a direct bearing on the system, product and marketing. The 
investment in people is therefore, realized to be an essential requirement for progress and 
development of organizations. It is individuals who create goals and implement changes. 
To achieve corporate excellence, the organization adopts certain strategies which are 
defined as a corporate declaration of purpose of the organization. In terms of a business 
organization, a strategy defines the direction in which the organization is moving for 
attaining competitive advantage on the basis of its strength. In the opinion of 
Ramaswamy & Namakumari (2000), there is a close link between objectives and strateg\. 
While objectives indicate where the organization wants to reach, strategy provides the 
design for getting there. In other words, objectives indicate the destination to be reached, 
strategy constitutes the game plan for reaching there. And together they explain the 
concept of business. That is why many experts say that corporate objecti\es and 
corporate strategy are a single entity. They, only together gain meaning and significance 
and together they describe the concept of business. The objective specifies the resuhs the 
organization seeks in a given time period, the strategy spells out the action plan lor 
achieving those results. The business strategy involves making long-term decisions lor 
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excellence in terms of cost, quality, counter service etc. to meet the customers" needs \ 
business strategy is formulated at two levels; corporate and business unit A coiporalc 
strategy, relates to overall organizational mission and control of business \i the 
corporate level, it is by and large, concerned with structure and performance ol ihc 
portfolio of the business. A business unit strategy is mainl) focused on where and how 
the busmess unit will compete for a sustained and higher bottom line. 
The concepts of HR strategy, corporate excellence, organizational excellence, etc 
centering on people management have undergone drastic changes, unfortunately. man\ 
organizational policies and practices regarding people still tend to have traditional 
assumption as the backdrop. On the other hand, organizational environments have been 
changing the levels of expectations and aspirations of employees. The management has to 
take cognizance of these realities and develop appropriate HRM policies and practices. In 
the absence of this exercise, organizations will continuously run into crisis management 
situations leading to disastrous employer-employee relations and lower performance. 
productivity and profitability. To safeguard against this negative force, HRM has to be 
sufficiently supported by a people-building philosophy. This is where the importance of 
HR Strategy is felt. Organizations are run and steered by people. It is through people that 
goals are set and objectives are realized. The performance of an organization is thus 
depending upon the sum total of the performance of its members According to Petei 
Drucker. 'an organization is like a tune; it is not constituted by individual sounds hui h\ 
their synthesis'. The business organizations have always faced competition, and business 
leaders and researchers have been on a perennial search for organizational forms and 
systems that would deliver consistent qualitative high performance. The natuie of 
competition is now changing so dramatically and frequently, particularly due to 
globalization and the impact of information technology, that the research has acquired 
relevance and we need to do an in-depth study about the working of Indian banking from 
HR perspectives in terms of its corporate excellence. The issues discussed heie are all in 
relation to, defining and measuring quality of performance, and strategies for qualitative 
performance; because the people are important and they hold the key of or^unizaiioncil 
excellence. 
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1.2. The Problem 
The new challenges facing banking industry today are many 1 here is an uui cased 
competition at global level, and customers change preferences and requuemeiits on a ical 
time basis The business environment is changing dramatically, and there are domestic as 
well as international developments taking place quite often. Banks which weic till 
recently functioning as highly bureaucratic organizations within the closed national 
markets, have suddenly transformed into highly dynamic global players, fhev are 
constantly on the lookout for new markets to fight out the competition and sta> efficient 
With this growing openness of the world economy, today there is a rising competition in 
the financial market; and with the result, in near future the most intense competition 
amongst the banks is not going to be for capital or technology, but it will be for skills, 
attitudes and competencies of people. 
With vision now turning global, it is important for Indian banking to recognize human 
resources as a significant part of their long term business and strategic corporate plans, in 
order to remain competitive in the dynamic environment. To attain international 
excellence, the banks will require action on the developmental front of human capital. 
apart from other fronts, like; technological, financial, credit risk managemeni. 
improvement in internal controls, establishment of appropriate legal framework, etc It 
needs to be a lot more responsive in terms of being able to spot opportunities, fight 
intense competifion and become more customer oriented. People need to change then 
mindset and prepare themselves for change; they cannot afford to remain inicrnall\ 
focused any more. 
In view of the requirements of globalized economic system, the banks" orientation lo 
streamline their HR function has become a must. The focus therefore has to be on 
creating high commitment of employees to work, streamlining various sub-s\ stems ol 
human resources and creating a culture of openness, trust and authencit> Depending 
upon the existing problems, the banks are required to devise action strategies to 
qualitatively improve the contribution of HR sub-system to the general obiective ol 
improving human resource management consistent with the need of the new banking 
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There is the need to take a re-look at competitive strategies and traditional forms of 
banking industry, and strive for an alliance between the strategy and organizational 
structure. This paradigm in turn calls for a shift in the style of the management ol human 
resources by exploring developments in the job content and the work organization 
(Rajshekar & Murty, 2004). To survive the threat of global competitions. thc\ have no 
option but to restructure their business strategies through the process of Strategic HRM. 
They have to build and acquire competence. Developing and supporting the global 
mindset is one of the foundations of global HR management. 
1.3. Purpose Statement 
The research purpose is to carry out a study aiming to provide the details of HR strategics 
being implemented by commercial banks in India (including foreign banks) in relation to 
HR functions influencing their working results in terms of corporate excellence, with 
particular reference to public sector banks. 
1.4. Justification of studying Banks 
The strength of human power is recognized to be a competitive advantage for banks in 
India and for any service organization; and they need to concentrate on it, address it in 
totality and allocate the material resources accordingly for its development to meet the 
organizational needs. However, the reason of selecting the commercial banks in India for 
studying corporate excellence is for the very fact that banking sector apart from being one 
of the largest employers in India, it is more than seventy percent people-oriented service 
industry. It is well recognizing the human resources as its major strength, and therefore 
providing the maximum opportunity to researcher of studying the diverse aspects of HR 
strategies and related issues which may help the problem to arrive at more meaningful 
results. A closer look at any successful organization reveals that it is becoming more 
vision driven, goal oriented and human resources strategy based, and with this reason, the 
foreign banks are probably believed to be giving tough competition to their Indian 
counterparts. The same is the case with private sector banks, particularly new private 
sector banks, as a news item appeared in The Financial Express dated; 6"' .lulv. 2006 
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which reads as, 'Pvt banks outsmart PSBs in productivity during '05-06'. 
1.5. Objectives of Study 
The broad objective of the research study undertaken is to closely studs the o\erall 
workings of commercial banks in India, and to examine the usage and application of 
various HR strategies, policies and practices aimed at strategizing the business policies in 
order to achieve the organizational excellence. 
Based on broad objectives defined, two specific objectives of the research are: 
• to study the banks' existing HR system - the Performance Appraisal System. 
and its relationships with HR functions; and 
• to investigate individually the subsequent impact of HR functions on the 
working results of banks in the present day banking scenario 
The present study is therefore, concerned with Human Resource (HR) Strategy in 
commercial banks in India, and in this direction the effort has been made to investigate 
whether the baitks corporate excellence is matching with their HR strategy. It also 
examines the relevance of HR strategy in Indian banking industry with reference to 
foreign, private and public sector banks and its relationships with their business strateg\; 
and whether HR strategy is aligned with business strategy and give desired results. 
Whether there are willingness and competencies to implement the HR strategies, or there 
are no HR strategies at all implemented in commercial banks in India, particularly public 
sector banks which are of high order? It also reviews various other strategies, like R&[). 
marketing, information systems, functional and operational strategies, etc. as a part of 
business strategy. The effort therefore, has been made to carry out a study in relation to 
Performance Appraisal System used by banks, its relationship with various broader HR 
functions (counseling and career development, administrative and operational control, 
recruitment and selection, training, job enlargement, promotions, elevations, transfers' 
placement, rewards, punishments, etc.). And then to investigate individually the impact of 
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these HR functions on the working results of banks in the present day banking scenario, 
with a view to improvise the existing HR strategies or to suggest implementing the neu 
strategies, if required to bring about corporate excellence in the working of commercial 
banks in India It is in this concern that the present research intends to study the different 
perspectives of performance appraisal system, HR functions and employees perceptions 
about the HR functions in banks in terms of their impact on performance/ working results 
of banks. It has therefore, been essential to enquire about the type of appraisal system 
being used in banks and whether it is used in isolation or used linking with business 
needs as an HR instrument for the development of employees and banks. Performance 
Appraisal is defined by Ghosh (2006) as a systematic and planned process of evaluating 
performance of an employee, relative to his/ her standard set for performance. However, 
it does not only mean to evaluate the performance of employees as per set standards, but 
it also works as a support system to management for their various management objectives 
(Pattanayak, 2006). It is found to be directly or indirectly providing feedback to 
management on HR functions, systems, practices and issues which gives some direction 
and lead them for decision making with regard to formulating HR policies, strategies, etc. 
in relation to HR functions. Although there is a section of employees who believes thai 
the performance appraisal is simply a meaningless annual ritual, which Prasad (2005) 
puts it as, it is merely management rhetoric about developing people but the same is not 
practiced. 
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Banking System in India and Its Evolution 
2.1. Introduction 
India has a long tradition of banking. Without a sound and effective banking s>stem, the 
Indian economy cannot be sound and healthy. The banking system should not only be 
hassle free but it should be able to meet new challenges posed by the technology and any 
other external and internal factors. For past three decades, India's banking system has 
several outstanding achievements to its credit. The most striking is its extensive reach; it 
is no longer confined to only metropolitans or cosmopolitans. In fact. Indian banking 
system has reached even to the remote corners of the country. This is one of the main 
reasons of India's economic growth process. Not long ago, an account holder had to wait 
for hours at the bank counters for getting a draft or for withdrawing money. Today, he 
has a choice. Gone are the days when the most efficient bank transferred money from one 
branch to other in two days time. Now it is simple as instant messaging or dial a pizza. 
Money has become the order of the day. And this has become possible because of 
computerization, computers have changed the banking completely. Fichadiya (2005) 
says, it is a quit revolution from traditional banking to technological banking. He adds 
that the survival, growth and continued profitability of any bank will depend mainly upon 
the abilities, capabilities and foresight of the bank management to understand and adjust 
their policies and strategies for remaining in business in the changing market 
environment. '"The banks which will be able to respond and adjust faster will have heller 
edge over their competitors''. Leeladhar (2006), Deputy Governor, RBI informs that, the 
banking sector had been strengthened to face the pressure that ma> arise out of 
globalization by adopting the banking sector reforms in a calibrated manner. Agarwai & 
Sharma (2005) adding to it agree that, Indian financial sector especially Indian banking is 
witnessing tremendous changes after globalization and liberalization; it is going through 
a transformation. The banking industry, he added is the country's second largest 
employer with around 8,00,000 workers. Being a service industry, the contribution ot 
human resource can not be ignored, rather human resource should be considered as 
s 
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•mother resource'- that optimally utilizes all other resources. There is a tremendous 
growth opportunity available in banking sector today. That seems to be a justifying 
reason that, for decades banking is continued to be the subject of interest for the expert; 
and researchers from different fields viz; Economics, Commerce. Management apart 
from Banking & Finance itself. 
2.2. History of Banking in India 
The history of banking in India can be traced back to the Vedic period when trade 
transactions were undertaken through different modes of advancement and payment of 
loans, especially through exchange in kind. Manu's Smirities and Kautilya's Arthashastra 
contain references to private money-lending institutions in the ancient period, starting 
from the S"^  Century onwards. The historical records mention efficient working of the 
banking arrangements. Banking methods adopted in ancient India included private 
money-lending, money-changing, and a prominent mode of indigenous banking called 
'hundi business'. This banking system benefited all categories of persons engaged in the 
transaction, although there would have been exploitation of certain categories of 
participants. Banking in the ancient period was carried on by private individuals 
popularly called Shreshtis and later on as Sahukars. They financed traders, merchant 
adventures and explorers who went overseas, and also rulers in times of war and financial 
stress. During the medieval period, banking was in the hands of Multanis and Shroffs 
who not only financed internal trade and commerce but also acted as bankers of the 
ruling dynasties of the period. Foreign trade was also financed by these bankers. They 
also acted as revenue collectors, bankers, and money changers to Government. For their 
power and influence, the Jagat Seths or world bankers of 1?"^  and 18"' centuries are 
comparable with any private banking house in any other century, and indeed the> seem to 
have functioned like a modern central banking. The indigenous banking arrangements 
included private money-lenders in villages, town and cities. The main business of the 
village money-lenders was to lend money to cultivators. He lent money either on the 
security of ornaments or on promise of payment from the proceeds of the forthcoming 
harvest. His primary business was to supply loans for consumption. The rates of interest 
charged by the money-lenders varied from individual to individual, in each case 
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depending upon the circumstances of the debtor, the need for the debt, and the security 
that the debtor was able to offer, and the resources of the money-lender himself 
According to the report of the Provincial Banking Committee, the rates of interest 
charged by the money-lenders varied between 12 and 37.50 per cent. The itinerant money 
lenders charged rates of interest varying from 75 to 360 per cent. The hold of mone\ 
lender was firm and his operations in towns and cities also played a significant role in the 
Indian money market. With the advent of the British rule in the later half of the 18"' 
century, the traditional banking methods were partially replaced by the systematic 
banking. [5oMrce.- Internet - Banking, Trade and Commerce. 
punjabrevenue.nic.in/gazroprl 1 .htm]. 
2.3. Evolution of Banking in India 
The East India Company set up Bank of Bombay in 1720 with the objective of increasing 
trade and thereby the revenue of the company. In 1773, Warren Hastings floated the 
General Bank of Bengal and Bihar, which was a private establishment but under the 
patronage of East India Company's government. The General Bank was closed in 1775 
due to opposition in the Governor-General's council. In 1786, the General Bank of India 
was floated, which claimed limited liability on the shareholders. But neither British nor 
the Indian law existed at that time to confer the right of limited liability on the 
shareholders except by the Royal Charter. Subsequently other banks, viz; the Carnatic 
Bank (1788), the Madras Bank (1795), the British Bank (1795) and the Asiatic Bank 
(1804) were established as private institutions. On Feb; 1, 1806. the Government Bank 
started functioning in Madras by the passing of resolution by Bentinck in his Council. 
The Government Bank was empowered to issue notes subject to some conditions. Apart 
from Bank of Hindustan, two other European banks operated for various periods in 
eighteenth century Bengal. The Commercial Bank (1819) and the Bank of Calcutta 
(1824) were floated mainly by the agency houses. The Union Bank was born by the 
merger of the Calcutta Bank and the Commercial Bank. These private banks were owned 
by few individuals and managed by a few men and were legally termed as partnership 
rirms with limited liability. The Bank of Calcutta was established in 1806 as a joint stock 
bank with limited liability, which was brought under the Royal Charter in 1809 and 
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renamed as Bank of Bengal. Subsequently, the Bank of Bombay (1840) and the Bank of 
Madras (1843) were established by Act III of 1840 and Act IX of 1843 by the East India 
Company. The Government Bank founded by Bentinck was replaced and closed 
simultaneously with the opening of the Bank of Madras in June 1843. The business ol" 
these Presidency banks were initially confined to discounting of bills or other negotiable 
private securities, keeping cash accounts, receiving deposits, and issuing and circulating 
cash notes. The major innovations in banking method and organization came with the 
establishment of Bank of Bengal, which included (a) use of joint stock system for raising 
capital; (b) conferring of limited liability on shareholders by means of a charter: (c) 
provision for the note issue which could be accepted for public revenue payments; (d) 
general provision for acceptance of deposits from the general public; (e) imposition of 
explicit limit on credit and the kind of securities it could accept; and (f) provision for 
regulatory changes in the board of directors. The Royal Charter governed the three 
Presidency banks, which was revised from time to time. There were no legally 
recognized commercial banks with special right within India other than the Presidenc\ 
banks. The East India Company's government reserved the right to regulate the monetar\ 
and credit system to itself With the passing of the Paper Currency Act 1861. the right to 
issue currency notes by the Presidency banks was abolished and the same function was 
entrusted to the Government. With the collapse of the Bank of Bombay, the New Bank of 
Bombay was established in Jan; 1868. In 1876, the Presidency Bank Act came into 
existence, which brought the three Presidency banks under the common statute and 
restriction on business. In terms of Act XI of 1876, the Government of India decided on 
strict enforcement of the charter and the periodic inspection of the books of these banks. 
In 1921, the three Presidency banks and their branches were merged to form the Imperial 
Bank of India, which acquired the triple role of a commercial bank, a banker's bank and a 
banker to the government. In 1951, when the first Five Year Plan was launched, the 
development of rural India was accorded the highest priority. The All India Rural Credit 
Survey Committee recommended the creation of a State-partnered and State-sponsored 
bank by taking over the Imperial Bank of India and integrating with it. the former Slate-
owned or State-associated banks. Accordingly, an Act was passed in the Parliament in 
May 1955 and the State Bank of India was constituted on July 1. 1955. Later, the Stale 
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Bank of India (Subsidiary Banks) Act was passed in 1959 enabling the State Bank of 
India to take over eight former State-associated banks as its subsidiaries.[ Source Repori 
on Currency and Finance. 2004-05]. 
The first time exclusively by Indians, Allahabad Bank was established in 1865. Pun/ah 
National Bank Ltd. was set up in 1894 with headquarters at Lahore. Between 1906 and 
1913, Bank of India, Central Bank of India, Bank of Baroda, Canara Bank, Indian Bank. 
and Bank of Mysore were set up. [Source: India Mart Network] 
In the early years of 19"' century, co-operative credit institutions including land 
development banks came to be established in order to curb the undesirable activities of 
money lenders and indigenous bankers on the one hand and to create an institutional base 
for meeting the credit needs of the agricultural sector at reasonable terms and conditions, 
on the other. In 1930s' and onward, several private investment trusts were set up by the 
prominent industrial magnates with a view to supporting their own investment 
programmes. Then came the Reserve Bank of India in 1935 as the central bank of the 
country. Soon after independence, the bank was nationalized on January 1. 1949. Since 
the beginning of planned development of the country in 1951, the absence of an 
organized and developed capital market was keenly felt. Therefore, more particularly in 
the post 1951 years, steps were taken largely at the initiative of RBI to fill the gaps of 
capital market, by establishing a number of financial development institutions to lend 
added support to the financial schemes undertaken so as to promote the industrial and 
agricultural growth in the country. Among the notable steps taken to reorient the 
structure, a growth oriented financial organization including a viable commercial banking 
structure consisting of the State Bank of India assisted by its 7 subsidiaries in the public 
sector was buttressed by the RBI with a positive rural-oriented branch expansion policy 
and with far-reaching powers to control and regulate the entire banking system. This was 
re-enforced in 1968 with the policy of social control over banks so as to correct the long 
continued deficiencies and the persistent complaints against the banking units operating 
in the private sector. The major step which the central government introduced in .July 
1969 was the nationalization of 14 major Indian commercial banks with a view to control 
the heights of the economy and to meet progressively and serve better the needs of 
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development of the economy in conformity with the national policy and objectives. And a 
similar step was taken again in April, 1980 when 6 other commercial banks were 
nationalized. 
Of the structural and policy changes, particularly with the launching of the Second Five 
Year Plan in 1956. the most noteworthy is the setting up of various term lending special 
industrial financial institutions with varying degrees of RBI involvement, designed to fill 
up the institutional gaps of our financial structure for accelerating industrial investment. 
They include the creation of the Industrial Finance Corporation of India (1948), the State 
Financial Corporations (1952), the National Industrial Development Corporation (1954). 
the Industrial Credit and Investment Corporation of India (1955), the State Development 
Corporations, the National Small Industries Corporation Ltd; (1955), the Industrial 
Development Bank of India (1964), etc; which meet the credit and development needs of 
industries of various sizes and types, both at the All-India and state levels. Moreover, for 
meeting the medium and long term credit needs of the agricultural and the allied sectors, 
the National Bank for Agricultural and Rural Development (1982) was established. The 
Co-operative banks are a sort of via media between modem commercial banking with all 
its formalities and sophisticated procedures on the one hand, and the institution of 
money-lenders on the other. In spite of the concerted efforts being made to open branches 
of nationalized commercial banks in rural areas, it may still be said that co-operative 
banking as yet remains the best answer for providing finance to borrowers in the rural 
areas. The short term needs of agriculturists are met by the co-operative banks. The Land 
Development Banks were set up which give loans for purposes mostly related lo the 
development of land and in exceptional cases for the purchase of land. The Export-Import 
Bank of India was set up on Jan; 1, 1982 for international finance operations The 
Housing Development Bank of India was promoted in 1977 by the ICICI with the 
primary objecfive of providing long-term finance to individuals in middle and lower 
income groups, association of individuals and other corporate bodies for construction and 
purchase on ownership basis residenfial houses. The Unit Trust of India (Ull) was 
established in 1964 to mobilize resources from the wider public and to provide an 
opportunity for retail investors to invest in the capital market. {Mohan 2006) 'I he 
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Foreign Banks were established in India only with a view to participate in the foreign 
trade of the country, but they have entered into the field of internal trade also. The\ 
compete with Indian banks in attracting deposits and making advances to trade and 
industry, but they specialize in financing the foreign trade in India. 
A land mark in the field of the development of banking in India was the establishment of 
Regional Rural Banks (RRBs) under the Regional Rural Banks Ordinance. 197.^ . 
promulgated by the Govt, of India on Sept; 26, 1975 and subsequently replaced by the 
Regional Rural Bank's Act, 1976. Each RRB is sponsored by a nationalized bank and 
each one of them operates within a local limits specified in the notification. They 
undertake the business of granting loans and advances to small and marginal farmers and 
agricultural labourers, whether individually or in groups. [Source: Varshneya. (1985). 
'Ph.D.Thesis']. In view of the importance of the Regional Rural Banks (RRBs) as 
purveyors of rural credit, and in order to strengthen them, sponsor banks were 
encouraged to merge, state-wise, the RRBs sponsored by them. In this context, the Govt, 
of India, after consultation with NABARD, the concerned State Govts, and the concerned 
sponsor banks initiated the process of amalgamation of the RRBs in September. 2005. As 
a result of these initiatives, 132 RRBs have been amalgamated till Aug; 2. 2006 to form 
41 new RRBs (sponsored by 19 Banks in 15 States). This has brought down the total 
number of RRBs from 196 at end- Mar; 2005 and 133 at end- Mar; 2006 to 105 as on 
Aug; 2006. Some more amalgamation proposals are under consideration of the 
Government of India. [Source.- RBI Annual Report, 2005-06]. 
2.4. Phases of Indian Banking 
The above journey of Indian Banking System can therefore, be segregated into following 
three distinct phases-
Phase I - Early phase till 1969. 
Phase II - Nationalization of Indian Banks and up to 1991 prior to Indian 
banking sector Reforms. 
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Phase in - New phase of Indian Banking System with the advent of Indian 
Financial & Banking Sector Reforms after 1991. 
The following steps were taken by the Government of India to regulate Banking 
Institutions in the country: 
1949: Enactment of Banking Regulation Act. 
1955: Nationalization of State Bank of India. 
1959: Nationalization of SBI Subsidiaries. 
1961: Insurance cover extended to deposits. 
1969: Nationalization of 14 major banks. 
1971: Creation of Credit Guarantee Corporation. 
1975: Creation of Regional Rural Banks. 
1980: Nationalization of 6 more banks with deposit over 200.00 crores. 
The phase III had brought drastic changes in Indian banking industry. It had introduced 
many products and facilities in the banking sector in its reforms measures. In 1991, under 
the chairmanship of M. Narasimham, a committee was set up by his name which worked 
for the liberalization of banking practices. The country has been flooded with foreign 
banks and their ATM stations. The efforts are being made to give a satisfactory service to 
customers with the introduction of Phone banking and Net banking facilities. The entire 
banking system became more convenient and swift. Time is given more importance than 
money. The financial system of India has shown great deal of resilience. It is sheltered 
from any crisis triggered by any external macroeconomics shock as other East Asian 
Countries suffered. This is all due to a flexible exchange rate regime, the foreign reserves 
are high, the capital account is not yet fully convertible, and banks and their customers 
have limited foreign exchange exposure. [Source: India Marl Network] 
2. 5. Classification of Banking in India 
The Commercial Banks in India is classified into two sectors viz; Scheduled Commercial 
Banks and Non-Scheduled Local Area Commercial Banks. The scheduled commercial 
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banks are further classified into three sectors namely. Public Sector, Private Sector and 
Foreign Sector Banks. Public Sector Banking comprises of State Bank of India & 
Associates and Nationalized banks. Private Sector Banking comprises of Old Private 
Sector & New Private Sector Banks, and Foreign Sector Banking is all Scheduled 
Foreign Banks in India. As at the end- Mar; 2006, there were 84 Scheduled commercial 
banks (excluding RRBs) comprising of 27 Public Sector Banks inclusive of 8 SBl and 
Group, 28 Private Sector Banks and 29 Foreign Banks; and 4 Non-scheduled Local Area 
commercial banks. {Source: RBI Annual Report, 2005-06]. For details, list of banks can 
he referred. 
As discussed above, apart from the commercial banks in India, there are Rural-oriented 
Banks, State and District Urban Co-Operative Banks and also the Development Banks & 
Other Financial Institutions. For details, the Flow Chart, 'Banking Structure in India . 
can he referred. 
However, as our proposed study is based on commercial banks in India, we will 
concentrate on 84 Scheduled Commercial Banks only excluding the Rural-oriented 
banks. Development banks & other Financial Institutions in India, and also 4 Non-
Scheduled Local Area Commercial Banks (they being local area banks and having no 
direct participation in strategic economic development of the country). Moreover, while 
studying the workings of banks, we also need to study their external environment: 
opportunities, threats, industry competition and competitor analysis, and the internal 
environment: resources, capabilities and core competencies. The banks have to cope with 
competitions from within. The very important objective of studying the banks" external 
environment will be the identification of possible opportunities and threats. The 
opportunities are conditions available to banks in the environment that may help them to 
achieve strategic competitiveness. Threats are also conditions in the environment thai 
may hinder their efforts to achieve that strategic competitiveness. In essence, external 
environmental opportunities represent possibilities, while threats are potential constraints. 
fHitt, A. Michael et al, 1996]. 
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The components of External Environmental Analysis are: 
Scanning Identifying early signals of environmental changes and trends. 
Monitoring Detecting meaning through ongoing observations of 
environmental changes and trends. 
Forecasting Developing projections of anticipated outcomes based on 
monitored changes and trends. 
Assessing Determining the timing and importance of environmental 
changes and trends for organizations' strategies and their 
management. 
The objective of studying the banks' Internal Environment will be. knowing the 
Resources, the skills of individual employees and the talents of executives/ managers 
available within, besides capital technology. The capabilities represent the banks capacit> 
to deploy the resources that have been purposely integrated to achieve the desired result 
They are based on developing, carrying, and exchanging information and knowledge 
through human capital. The primary base for banks capabilities are the skills and 
knowledge of their employees. To assure continued development of this capability and 
the core competence that follows, the banks require to continuously develop and if need 
be, hire the people who are more talented than the current set of employees. The Core 
Competencies, as a source of competitive advantage distinguish a bank competitively and 
reflect its strength. 
As a capacity to take action, core competencies are the essence of what makes an 
organization unique in its ability to provide value to customers over a long period of time. 
The decisions, managers make in terms of resources, capabilities, and core competencies 
have a significant influence on the bank's ability to develop competitive advantages and 
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earn above-average returns. 
And the components of Internal Environmental Analysis are represented as under in the 
form of flow chart: 
RESOURCES 
-Tangibl e 
- Intangibl e 
The source of 
CAPABILrriES 
-Terms of 
resources 
The souirce of 
CORE 
COMPETENCIES 
- Sources of 
competitive advantage 
The foundation for 
SUSTAINABLE 
COMPETrriV'E 
ADVANTAGE 
- Gained through 
core competencies 
The pathway to 
STRATEGIC 
COMPETrriVEN 
ESS 
-Above-average 
returns 
[Source:Book 'STRATEGIC MANAGEMENT - Competitiveness and Globalization' By 
Hitt, A. Michael et al, 1996, Figure 3.2, p.83]. 
Indian banking is of diverse nature but it will be working with the given environments; 
however, it has to formulate its own strategies suiting to environments. Business 
environment is changing globally and with such change of environments, banks in India 
have to realign their approach and strategy. To keep pace with the change, it is required 
that today's banking in India is organized systematically to restructure their business 
strategies and concentrate on resources, particularly human resources to work through the 
process of Strategic HRM 
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Review of Literature and Setting of Research Problem 
3.1. Review of Literature 
This Chapter covers wide & extensive study and scanning of literature in the related areas 
where the studies have already been undertaken by the researchers and academicians; and 
based on the feedback of literature review, to identify the research gap and set out the 
Research Problem. To undertake the literature review, all possible literature available on 
the subject and the related subjects in the form of doctoral theses, Indian & International 
dissertation abstracts, reports/ periodicals, books, articles appeared in various Journals, 
Financial & daily Newspapers etc., have been studied extensively 
In the process of literature review, the 'University News" a weekly publication of 
"Association of Indian Universities (AIUs)' publishing the details of doctoral theses in 
Science and Social Sciences submitted to various universities, were thoroughly checked 
for the period from the year 1995 till March, 2006. The Indian and International 
Dissertation Abstracts were perused for details of dissertations submitted. For books, and 
articles published in various Indian and International Journals, the libraries of various 
Indian Universities, Management Institutes and Business Organizations like, Maharshi 
Dayanand University, Rohtak, Management Development Institute (MDl), Gurgaon 
Raian Tata Library of Delhi School of Economics, Faculty of Management Studies and 
the Central Library of Delhi University and Punjab National Bank, Head Office, all based 
in New Delhi were visited and reference materials were collected. For the purpose of 
Periodicals, Reports and Government Publications, the visits were also made to 
Documentation Centre, Indian Council for Social Science Research (ICSSR) and 
National Institute of Public Finance and Policy (NIPFP), both in New Delhi and the 
materials available were referred. 
While scanning the University News, it was observed that no doctoral thesis on 'MR 
Strategy for Corporate Excellence' covering substantive study of commercial banks in 
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India has been submitted by anyone. There has been one doctoral study carried out by 
Sangwan (2005) on "Human Resource Management Strategies in Indian Bani<ing 
Sector"; however, it is covering the HRM strategies in Indian public and private sector 
banks only. There is another doctoral study conducted by Patni (2006) on "A 
Comparative Study of HRD interventions in Public and Private sector Banks in India", 
which is again restricted to Indian public and private sector banks only, excluding 
foreign banks. However, there are articles and research papers published in the 
journals/ periodicals, text-books etc. discussing the varying dimensions and facets of 
HR strategies for corporate excellence being implemented by commercial banks in 
India including foreign banks working in India, and also implemented by Indian 
multinationals, private manufacturing & service industries, etc. 
In this part of the chapter, therefore, the relevant studies (including theory as well as 
empirical based studies and the papers presented in seminars/ conferences) which 
directly or indirectly fix the domain of the present study and are found to be providing 
a theoretical support to it, have been reviewed and categorized under three heads based 
on the nature of literature; first relating to overall strategies to excellence, second 
relating to HR Strategies for excellence, and third relating to HR Strategies for 
business/ corporate excellence in business organizations/ commercial banks in India. 
And they are categorically summarized here as under: 
3.1.1. Overview of Strategies to Excellence 
As the excellence is a primary condition for any organization's long run success, there 
are different types of strategies working for it, and the experts and researchers studies in 
the field have been reviewed. In a study on human resource management competency, 
the striving for excellence has been compared by Zaugg and Thom (2003), to climbing 
a mountain. As for this, one needs to be in good physical condition, needs mental 
strength, equipment suitable to the task and precise maps; if an organization wishes to 
scale the peak of excellence, it will require an appropriate HRM, organizational and 
knowledge competencies apart from modem technology and financial resources. I'hese 
implicit competencies do not, however, generate themselves; rather the> must be 
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constanth' developed and converted into competitive advantages. They help to promote 
a contlgurational model of change and result in the excellence of the organization. The 
Human Resource Development is believed to be seen by Fisher (2005), as one of the 
more moral management functions as it is intending to help people learn and develop. 
This belief has been expanded into an argument that HRD Departments have a 
leadership role in transforming their organizations into good corporate citizens, fhe 
central theme of the discussion of Metcalfe and Rees (2005) also, is that Human 
Resource Development can play a role in developing and shaping industrial 
'competitiveness and overall advancement of societal well-being. The organizations that 
are most respected and valued are known for their highest level of transparency. 
Important factors noted by Ahmad and Chopra (2004) for the quality of corporate 
excellence are- transparency, professionalism and meritocracy. It is also stated by them 
that, to create an excellent organization of the future, it is important to change when no 
change seems necessary. The time to change is, when no need is felt for change. While 
discussing about people management, Sheth (2006) supports the above views of Ahmad 
and Chopra, and states that transparency, trust building, frankness, consistency and 
openness go a long way, and are essential for the excellence of the organizations. 
Steven and Vaneswaran (2005) also, suggest that for achieving excellence, it is 
necessary that an organization becomes customer-focused. It is not a matter of choice 
now; global competition is one of the most compelling reasons for an organization to 
become customer-focused. If it is customer-focused, it will embrace the changes 
quickly in order to meet the expectations of customers. Komarraju (2005) states that the 
knowledge assets of the organization are made up of its people, its tools and processes 
and its relationships with the outside world -primarily customers. HR is the clearest 
collaborator on the 'people' asset. HR management's role is then about facilitation, 
nurturing, supporting etc. What people respect about good organizations is not how 
they are structured or their specific approaches to management, but their capabilities-an 
ability to innovate, or to respond to changing customer needs. Such organizational 
capabilities are key intangible assets which we can not see or touch, yet they could 
make all the difference when it comes to market value. This fact is substantiated by one 
of the key findings of the research study carried out by Delbridge and Lowe (1997) 
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which describes that "Quality (Excellence), an intangible asset, is measurable"; that the 
results of quality can be measured; they can be read straight from the balance sheet of 
the organizations. 
To attain the excellence in the existing competitive world, the business organizations of 
toda>. need the leadership and not simply the management, as appropriately detlned b\ 
Lightfood (2006) that the Managers control processes and avoid risk whereas Leaders 
motivate and inspire people to perform at higher levels of risk involved, even if the goal 
is distant and path uncertain. Management comes with the leadership. In today's time, 
one has to be risk-taker, not the risk-avoider and that is the real test of leadership. 
Leadership greatness comes by beginning something that does not end with him/ her as a 
leader. Discussing about the quality of leadership in any business organization, Harkins 
and Swift (2006) mention that, we all have dreams but leaders have the sustained drive to 
make those dreams happen by bringing all others along. They do better every next time 
when they fail as they learn from their mistakes. Panduranga (2005), is of the view that 
leadership excellence lies in adopting innovative approaches that foster understanding 
and build bridges across ethnic, racial, cultural and religious groups besides promoting 
social welfare, economic development, and tolerance of all religions and cultures. He 
describes. Ashoka, the great fits into this quality of leadership, as he dedicated his life to 
the peaceful promotion of social welfare, economic development, and tolerance of all 
religions and cultures. He did not impose his personal faith on his people, although he 
was very zealous in serving the cause of Buddhism. Introspection, often advocated a 
must for leaders, is the state of listening to inner voice for insights and accessing 
intelligence that may go beyond personal knowledge or experience. This continuous 
introspection led Ashoka to find the right answers to his questions and all the noble work 
he did, is the result of his great introspective mind. It is interesting to find that Ashoka 
started his questions with "How can I" instead of simple "Can 1". There is a great 
learning in his method of introspection for all leaders who are seriously interested in 
providing an excellent leadership in their organization. If they start with the question 
"Can I", they may not find any answer to their question because this reveals that they arc 
not confident of solving the problem. Instead if they start "How Can r \ they are sure to 
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find the right answers, as in this case they are sure of solving the problems but only 
looking for means and methods for it. From this, it may be concluded that the 
fundamentals of leadership excellence are the same today as they were in the period of 
Ashoka and will remain the same in the centuries to come, and also the same principle of 
leadership excellence exists in today's world of business organization. The leader is not 
one who walks alone, but one who is followed by others. If he has to lead me, he has to 
know what motivates me and what will drive me to excel. While discussing about human 
services. Hill and Lynn (2003) write that, a more optimistic but still qualified notion is 
that leadership is a resultant of the right fit between the individual in a potential 
leadership role and the demands of the particular circumstances of that role. Schutz 
(2006), is of the opinion that if you want to inspire enthusiasm and passion in people to 
achieve the excellence, it would be better if you do not tell them what to do, instead. 
explain them what not to do. This will require them to think and innovate. Telling people 
what not to do, stimulates their participation and creativity which is the essence of 
excellence, today. While advocating the concept of'feed-forward' Guha (2006) explains 
that by using feed-forward, leaders can dramatically improve the quality of 
communication. Employees play two roles in the 'Skip Level Meetings'. In the first 
meeting, they play the role of the subordinate and they are asked to provide 'feed-
forward'- that is, to give their supervisor the suggestions for the future and help as much 
as they can. In the second role, they are asked to accept 'feed-forward'- that is, to listen to 
the suggestions for the future and learn as much as they can from their subordinates. 
Since such a practice can only be employed in an environment that encourages openness, 
management needs to adopt a sensitive ear to suggestions provided by their employees, 11' 
they want this practice to be fruitful. "In order for feed-forward to become successful. 
organizations must have a 'listening' management. In many organizations, the problem is 
that management displays a 'know it all' attitude, which eliminates the need to listen to 
the employees. This invariably distances employees from the management and the 
employees feel dejected. A build up in this will result in the employee leaving the 
organization. Management has to be open to ideas and suggestions. Listening to the 
powerful 'voice of the organization' will help organizations overcome many hurdles. In 
organizations where management still assumes a superior role, employee ownership 
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receives a major setback, "points out Jyothi Menon, VP-People Practice. Lason India 
(cited by Guha. 2006). The person providing feed-forward has to believe that his/ her 
suggestions u'ill be well received and will be implemented. 'The benefit of this process is 
that the greater the awareness surrounding an event, the better the end result will be next 
time we do the same or similar processes. The process provides a platform for a 
continuous improvement environment, where full awareness is created, what could be 
done and what will be done," explains Daryl J Spencer, Operations Manager, Asia Pacific 
Region, Kanby International Inc. Feed-forward can help one to enhance future 
productivity; but it has to be backed and supported by seniors appropriately (cited b\ 
Guha, 2006). 
While discussing the term 'motivation' and the theory of expectancy. Guest (1997) 
suggests that although expectancy theory is concerned primarily with motivation, it is 
also a theory about the link between motivation and performance. It proposes that high 
performance, at the individual level, depends on high motivation plus possession of the 
necessary skills and abilities and an appropriate role and understanding of that role. The 
'motivation' which leads to excellence, Bose (2005) explains that though this term is 
widely used, yet many managers know little about it, as to how it really works. 1 o make 
the term easy to understand, he quotes Mary Kay Ash, "It's up to you to decide how to 
speak to your people". It is suggested to make people who work for you feel important. If 
you honour and serve them, they will honour and serve you. Treat your employee as if 
they are your greatest assets, and you will get the desired results. Guha (2006) explains as 
how a pat on the back can make a huge difference. Here a question is asked, what 
motivates one to strive for excellence at workplace; a pat on the back by the boss, or a 
simple 'congratulations' by the peers? Actually both. But there is a difference. Being 
complimented by one's boss may boost his/ her motivation levels and drive him/ her to 
hit higher the next lime around. But a pat on the back by one's peers can actually make 
him/ her feel special and valued, apart from helping him/ her carve a better self-image. 
Organizations are therefore, coming up with peer-to-peer recognition strategies in order 
to convey, apart from everything else, that they care for their people. "Peer recognition 
programmes enable employees to recognize the contributions of an individual, a team or 
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an entire department," explains Wadhwa (2006). Director, People Success, Sapienl 
Corporation. She adds, it is a powerful motivator, highly valued by employees in an> 
work environment (cited by Guha, 2006). It is imperative to understand that motivation 
and performance management is clearly an issue that needs to be given utmost priority in 
today's high pressure corporate world, which Ghosh and Mitra (2006) beliexe and 
emphasize that one needs to understand that, internal motivation which is healtiiier and 
more productive, comes from within the employee, whereas external motivation is born 
from monetary interests. For this internal motivation to take place, the role of HR will be 
of a facilitator rather than being a support function. In the opinion of Mallikarjunan 
(2006), motivating and encouraging incentives are not limited only to monetary benefits 
handed out to an employee; they extend to promptness in response to the problems and 
grievances of the employee and promptness in the sanction of increments or in giving 
him promotion. Further, making the work environment friendly and granting him a little 
decision-making autonomy would create in him a sense of gratitude and eventually a 
commitment that is vital for the successful functioning of any organization. If the 
organization were also prompt in recognizing the employee's merit and rewarding him, 
he would feel obliged to the organization. Kumar (2006) believes, we work to satisfy 
ourselves. When we are working, we have our own individual needs as well as the 
organizational needs or better to say two different set of goals are there for us to 
accomplish. The closer the organizational goal will be to the individual goal, better are 
the chances of motivating oneself by achieving them, as fulfillment of needs would 
automatically motivate one. The high pressure/ stress is considered by Padhi (2005) an 
asset, as it helps in creating a healthy competition. Organizational excellence and 
individual success are achieved through well-managed stresses. Modi (2006) takes this 
concept forward and speaks as a leader that, one of the most important things a manager 
must remember is that his or her actions and not words, set the modus operandi for the 
team. Good managership demands commitment to, and demonstration of. ethical 
practices. He/ She must have the ability to delegate tasks. Manager has to demonstrate his 
or her trust in others through actions. Individuals, who are unable to trust other people, 
often fail as managers. They have to be, with a can-do attitude. The managers with a 
hardy attitude will take the problems in stride. When encountered with a stressful c\ont. 
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they consider it interesting, they feel they can influence the outcome and the\ see it as an 
opportunity. The ability to communicate with people at all levels is always named as the 
second most important skill by managers and team members. 
On individual Competitive Strategy', Balagopal (2006) suggests that, it is important for 
each one of us to understand our responsibilities in bringing about the changes needed. 
The point, he has emphasized here, is that we can not wait for the right time to emerge 
before we start to function better. The first change that has to take place is, inside us. If 
some people can manage to be punctual, how others have a hundred reasons to be late. 
Sidin (2006) believes that the underlying philosophy of 'Advancement through 
comparative excellence' approach, is that by making your colleagues appear as moronic 
as possible, you project your intelligence and excellence prominently. The basic tools to 
do this well, are taught in most business schools. Gayatri (2006) explains that in an) 
creative process, there is divergence and convergence. Unlearning is needed for divergent 
thinking, whereas structured and erudite learning is needed to converge and complete the 
process. The organization which values individual learning as a vehicle for reaching 
organizational goals will be a happy place to work in. Organizations need to structure 
their work in such a way that it provides opportunities for uninterrupted learning. 
Learning is not as difficult as it is thought of, it is simply taking a small step forward 
which may automatically provide a plenty of ground for learning. Organizational culture 
provides the key to strategy implementation because it is a powerful force for providing 
focus, motivation and norms (Aaker, 2006). However, Goffee & Jones (2004) believe, it 
is our proposition that an organization's culture is the single most sustainable source of 
competitive advantage. There is no right culture; only an appropriate culture, suiting to 
the particular environment of a business. 
Human well-being and success depends more on how well one identifies, understands 
and handles his/ her emotions rather than intellect alone. McClelland was the llrsl person 
to propose that certain finer competencies like, 'achievement drive", "developing others", 
'adaptability', 'influence', 'self-confidence', and 'leadership' differentiate outstanding 
performers from average ones. It is also believed by Vemia (2004), that what set.s a star 
performer apart is not just his/ her intellect or technical know-how but more importantl). 
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it is his/ her ability to get along and walk with other people. She explains that. Hmotional 
Competence makes the star out of an ordinary meteor. Cognitive abilities alone are not 
enough for an individual to be successful in life, rather it is his/ her ability to sta\ aware 
of his/ her emotions, aptitude, potential and a functional attitude towards lite and other 
people, that empower him/ her to put his/ her academic and cognitive intelligence to 
productive use. Management and HRD professionals, as suggested by Wright and Gero\ 
(2001), will therefore, need to develop an awareness of how one develops individual 
mental models, and how individuals view their individualism and their capacity to 
transform this mental image into appropriate bahaviour. With the application of 
appropriate shared reward (it must be remembered that a change in management style 
may be necessary), a powerful and practical tool is created, aimed at improving 
individual and work effectiveness. DuBrian and Harper (1977) report, as the root cause of 
many problems in the workplace is poor management, no amount of training will enhance 
productivity (much) until management style changes. Changing management style - and 
thus, the way the employees are treated - is a long term activity that may require intense 
coaching, but rarely training (Whetton and Cameron, 1995). Finally, training needs to 
'fit" into the organization's culture. Unfortunately, in most organizations, the approach to 
human resource development is not that sophisticated. They have concluded, therefore, 
that approximately 70 per cent of workplace training is a waste of time and resources 
(Belcourt and Saks, 1999). 
It is rightly explained by (Deal and Kennedy, 2000) that values are the bedrock of any 
corporate culture. Pattanayak (2001) also strongly feels that the organizational values and 
practicing ethics have a definite bearing on the corporate excellence. It is therefore, high 
time that corporate managers start developing a strong organizational culture towards 
achieving corporate moral excellence. Also before looking at technological upgradation. 
organizations should ensure human competency upgradation to cope with the 
technological change. With changing business scenario, the market has become 
extremely competitive. Competition necessitates improving the quality of products. 
reduction in cost to be able to sell at competitive price, innovation in product 
development and enhancement of productivity leading to achieving corporate excellence. 
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All these require a work force which is trained, motivated, goal directed and committed. 
3.1.2. Overview of HR Strategies to Excellence 
Under this portion of study, the literature survey covers the contribution of HR Strategies 
to excellence in the working of different types of organizations whether it is a service 
organization, manufacturing or trading, all have been reviewed. Expectations about HR 
roles are changing as organizations are striving to make the HR functions leaner and 
more strategic. In a study by Francis and Keegan (2006), they had felt the need for a 
moYt balanced HR aget\da/ stT:ateg,y addressing, human and economic concerns, in cuirTent 
and future models of HRM. The more balanced agenda is the key to shaping future 
successful HR work. There is an awareness growing in the organizations that they should 
consider the well-being of their employees, if they want the well-being of the 
organizations. The results of another study carried out by Appleby & Mavin (2000), show 
that there is a positive association between the integration of HR strategy and world-class 
status of organizations. It is well believed that operational effectiveness (OE) alone is not 
sufficient to gain competitive advantage- we need to do more (Porter. 1998). The 
question arises as to what makes an organization different? The answer is, it is human 
capability and commitment which distinguish successful organizations from the rest 
(Storey, 1989). Jones (1997) agrees with it and explains that people and the way they arc 
managed and deployed are the single most sustainable source of competitive advantage. 
Other advantages, such as technology, global reach, or IT systems, can all be copied/ 
imitated and exceeded by competitors. The competitive differentiation is therefore. 
achieved through innovation and not imitation which is to generate ideas through human 
resources in the organizations. Historically, HR has been viewed largely as an internal 
function with internal processes and internal constituencies, as stated by Wright et al 
(2005). Palo (2003) believes that the organizations with substantial financial, 
technological and human resources have greater strategic flexibility and probability of 
enhancing employees' creativity than the organizations which are with limited resources. 
Creativity is often associated with the arts and expression of highly original ideas. 
Creative people are highly motivated individuals who spend considerable lime in 
acquiring and developing both tacit (implied) and explicit knowledge about their field of 
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interest or occupation. An innovative corporate culture is characterized b\ openness, 
trust, collaboration, flexibility, teamwork, power-balance, and risk-taking. Hacli 
employee needs to be encouraged to generate ideas, and each idea should be duiv 
acknowledged. For an organization to be truly innovative, it is necessary that there exists 
an open and a proper communication system; an open, supportive and monitoring 
environment is created, and excessive rigidity in organization structure and too much 
control over employees' behaviour is avoided. It is also suggested that they are provided 
more autonomy and freedom to experiment. 
Discussing HR Strategy, Ahuja (2002) suggests that the success of industrialization in the 
current world order would depend not only on the natural resource advantage possessed 
by a nation or industry but also on the ability to exploit industrial resources for maximum 
advantage. It is in this context that the process of preparing human resources for active 
participation in the economic development process is assuming special significance. The 
corporate sector is therefore, willing to experiment with innovative HR measures which 
would help create new advantages for the company. Intense competition and declining 
profitability are compelling organizations to improve their competitive performance. In 
the ultimate analysis, it is the 3Cs- core skills, core competencies and capabilities 
recommended, which help an organization to implement its strategy and sustain its 
competitive advantage. In the same manner, it is believed by Sarma & Thiryvengala 
(2005). that understanding organizational effectiveness is the key to understand the 
organizational strengths. Any organization in today's world of growing competition and 
ever changing technology has to establish a value edge in all activities including human 
resource management. A competence is what a successful employee must be able to do to 
accomplish desired results on a job. Competencies are built up over a period of lime. the\ 
are not innate; experience on the job adds value to the knowledge, skills and abilities and 
ultimately converts into competence. The competencies which might determine 
excellence in this role may include problem solving ability, drive and determination. 
professional aptitude, inter-personal skills, etc. Managers at top level in general, 
therefore, need to possess unique professional competencies to perform the strategic role. 
Leme Fleury and Correa Fleury (2005), view competence as a set of knowledge, abilities 
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and attitudes which justify superior performance. There is also an assumption that better 
performance is based on intelligence and on the personality of individuals. Ihis implies 
that the development of individual competencies must be aligned with the organizational 
strategy. This means that the value of individual competencies will differ according to the 
characteristics of the organization in which he/ she works. The concept of competence or. 
competency ('competence" generally refers to functional areas and "competency" to 
behavioural areas) dominated the management strategy literature of the 1990s as per Le 
Deist and Winterton (2005), which emphasized 'core competence' as a key 
organizational resource that could be exploited to gain competitive advantage. 
It is not just updated subject-information, but a host of other cognitive and behavioural 
aspects which a person needs to survive in the modem workplace, explains Pal (2005) to 
substantiate the above views of the experts. The most important change, therefore, we 
probably need to make in our approach to HRD is to think of developing the workforce 
before it joins the industry. This would necessarily include imparting of realistic career 
education in colleges and universities in knowledge and soft skills areas with 
programmes for authentic tasks like work placement, job shadowing, etc. The challenges 
raised by globalization for educational processes mean rethinking about the delivery of 
educational content, integrating new sources of information, developing competence 
along with knowledge, etc. At the dawn of 21^' century, there seems to be the end of 
'information age' and the beginning of 'knowledge age'. While acknowledging the 
Indian universities graduates capacity of hard work, Schermerhom (2006) questions 
whether their energies and talents were fully tapped when they join the human capital of 
India's economy? He believes that India's great advantage lies with its human capital: 
managers owe it to themselves and to the country to unleash its full potential. They 
should commit to continually nurturing, supporting and activating talent in a supportive 
and positive organizational context of high performance expectations. Organizations run 
on the talents of people. The performance framework he is advocating is a reminder that 
all managers have the leadership responsibility to always think and act positively by 
investing in and fully supporting the talents of individuals. Furthering the cause of human 
capital in India, KumarSingh (2005) supports his views that if the Indian organizations 
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are to develop and maintain their competitive edge, the potential value of the omplo> ees 
needs to be increased by enhancing and linking their skills and capabilities in imie with 
the contemporary requirements of the market. To make organizations \ision and mission 
a reality, employees need to be involved and integrated with their goals. Organizations 
will have to design managerial philosophy which is sensitive to human existence. HR 
provides the enabling work climate of the organization comprising of managerial values. 
attitudes, and styles. The managerial philosophy in the organization has an impact on the 
organizations of the future. The bottom-line is that people want to be cared for and 
respected. On their part, organizations want commitment and integrity. A successful 
combination of committed people and a benevolent organization would be beneficial in 
the long-run. This is possible only if organizations adopt HRD practices with modern 
managerial philosophy. Mallikarjunan (2006) is also of the same view, that the employer 
and the employee have mutual expectations and that are vital for the success of the 
business organization. While the employers expect commitment, loyalty and motivated 
performance from the employees, the employees expect recognition, reward, career 
advancement and job security from the employers. The entire employee-employer 
equation has changed in recent years. In the new era, employees are associates in the 
business and it is they who run the show. In view of ever-changing economic scenario the 
world over, the HR policies and practices have necessarily to be innovative, flexible and 
dynamic. If the HR practices adopted by an organization include periodic rex lew of the 
employees performance, adequate training for the workforce, and most important of all 
well thought-out career advancement norms for its personnel; it will be the organization 
which will reap the full business benefits and emerge successful to the great satisfaction 
of all the stakeholders. In this regard, the argument of Palo (2003) is that cash/ capital 
reward does encourage people to be creative, but it does not always work. Sometimes it 
acts negatively at least when people feel that they are being bribed. Money by itself does 
not make employee passionate about their jobs. Therefore, in order to develop more 
passion and interest in their job, many companies are providing non-monetary or intrinsic 
rewards to their star performers. Ghosh & Mitra (2006) add to it and explain that, those 
rewards of intangible nature may be handed out every minute of every day and with no 
loss to the company and a potential productivity increase with respect to cfncienc\ and 
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effectiveness of the employee as well as the organization as a whole. The findings of such 
study conducted by Lopez et al (2005) on Spanish companies show tiiat high 
performance human resource practices have a positive effect on organizational learning. 
which in turn has a positive influence on business performance and hence the> conclude 
that human resources practices by themselves are not a source of competitive advantage. 
In new business environment,'Pattanayak (2003) believes that HR is no more only a 
support service rather it plays a strategic role in realizing business goals and improving 
organizational performance. Competencies are basically knowledge, skills and abilities, 
which directly influence the performance of the individual. In the fast changing 
competitive business environment, sustenance of growth and development is possible 
only through creating performing organizations. Performing organizations develop 
performing people and performing people create performing organizations. This can be 
realized only through linking people, strategy with performance of the organization and 
to ensure this, a shift is required from traditional human resource function to strategic 
performance management function. The data available on organizational performance 
suggest as per Jomon (2001), that the performance is the only criteria for organizational 
survival and growth. A closer look at successful organizations will reveal that they are 
becoming more and more vision driven, mission led, goal oriented and objective based. 
Unless the role competencies are created, organizations cannot perform consistently and 
effectively. Organizations today want employees those who can perform and deliver 
goods. Core competencies to perform the given role are of paramount importance. Role 
performance is crucial since it is through role performance that the organizational goals 
are achieved. Role competencies are essential to perform the role effectively. Therefore. 
employees have no option but to acquire the essential competencies required to perform 
the assigned role. Employees who do not have the essential competencies to perform the 
given role, have only two options- pick up the competencies using the development plan 
within a stipulated timeframe or quit the role. There is no option but to perform. 
Organizations as well as the individual should endeavour to build a performance driven 
culture where organizational and employee competencies are continuously built to 
achieve business excellence. The only way to differentiate between the two organizations 
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is through the quality and commitment of the workforce, as the above views are 
supported by Kodwani (2005). 
Though HRM has become an important and challenging function, it still has to pro\e 
itself to be one of the strategic partners of any business organization. Strategic HRM is 
the need of any business organization in order to survive and grow in this competitive 
and challenging global environment. It can be defined as the linking of human resources 
with strategic goals and objectives of the organization, which helps in improving overall 
business performance. Advances in Information and Communication Technology (ICT) 
are reshaping internal organizational design and necessitate new types of employee 
capabilities and behaviour. The ICT developments have important implications on the 
strategy and management of human resources, whereby the focus on employee behaviour 
is crucial. With this in view, Hoogervorst et al (2002) have discussed here two key 
aspects of a human resource strategy which are HR alignment and HR enablement. 
Traditionally, the HR strategy is defined as a consequence of the business strategy; hence 
the HR strategy is driven by, or follows, the business strategy. This aspect is identified as 
'HR alignment'. Employee competences are established through an explicit HR strategy, 
which shapes and modulates the development of the business strategy. Since the business 
strategy is adapted through employee competences offered by the HR strategy, this aspect 
is labeled as 'HR enablement'. 
While delivering a lecture on the occasion of an inaugural function. Vittal (2001). pointed 
out that, the significance of human beings is being increasingly recognized in today's 
economy. As we start to explore the issue of human resources- today and tomorrow, we 
will have to bear in mind as to what are the major forces that are shaping the economy 
and through the economy, the society as well as what significance the human resources 
will have in the future. When industrial revolution started in 18"' century and gathered 
momentum in the 19"' century, the focus was on manufacturing technologies. 
Increasingly it was felt that machines were becoming more prominent than men. The 
trend continued well into the first half of the 20"^  century. In the age of automation and 
development of machines, one of the standing jokes was that in the future the factories 
would consist of automated machines and robots. They will employ just one man and a 
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dog. The dog iva.v there to see the man did not touch the machines and the man was there 
to feed the dog. Everything in the factory will run by itself automatically. But it proved to 
be wrong, the technology can not be a substitute, it is an aid. The people in the 
organization, the human resources, are perhaps the ever most important aspect of an\ 
enterprise. The age of information technology has popularized the word human capital. 
Thanks to information technology, we are becoming knowledge workers to use the word 
first coined by Peter Drucker. 
Sahdev el al (1999) have examined the changing role of HR in the specific context of 
downsizing, based on certain organizations in UK that downsized during three years 
which concludes that the role of HR has become wide ranging, covering the strategic as 
well as implementation aspects. Though the major source of competitive advantage of an 
organization is its people (Prahalad and Hamel, 1990; Sims, 1994), yet it is the people 
who have been most adversely affected by downsizing, as confirmed by the negative 
reactions of survivors leading to detrimental effects on corporate efficiency and 
effectiveness (Noer, 1993; Doherty et al, 1996). However, according to the sample, 
downsizing as an HR strategy has also influenced the development of HR vision and 
mission. It could be interpreted that downsizing raised the need to have a clear HR 
direction in line with the business objectives. It is also observed by Mohapatra (2006) 
that HR is emerging as a strategic partner with the business and being recognized as a 
source of competitive advantage. Apart from the conventional HR delivery which has to 
be aligned with business, the central focus must be in culture management facilitating fast 
change, enabling strategic decision making and creating market-driven connectivity. HR 
must be capable of providing the organization with human competencies and behaviours 
necessary to achieve the organization's strategic objectives and realize its vision, mission 
and values through alignment of HR deliverables. In this regard, Bhatia (2005) expressed 
his opinion that today in the new millennium throughout the world, HR function is being 
driven to provide a competitive advantage and therefore its role in strategic management 
has been well recognized. Hence, HR is looked upon to respond to the demand of playing 
the strategic management role by acquiring, developing, integrating and retaining the 
right talent. for corporate excellence. Chaturvedi 
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(www.humanlinks.com/manres/articles/shrm.htm) describes that in a growing number of 
organizations, human resources are now viewed as a source of competitive advantage. 
Strategic human resource management has been defined as "the linking of human 
resources with strategic goals and objectives in order to improve business performance 
and develop organizational culture that foster innovation and flexibility'. Strategic HR 
means accepting the HR function as a strategic partner in the formulation of the 
organization's strategies as well as in the implementation of those strategies through HR 
activities such as recruiting, selecting, training and rewarding personnel. HR also 
participates in the strategy formulation process by supplying information regarding the 
organization's internal strengths and weaknesses. The strengths and weaknesses of an 
organization's human resources can have a determining effect on the viability of its 
strategic options. 
Knowledge sharing is the "process where individuals mutually exchange their (implicit 
and explicit) knowledge and jointly create new knowledge, as Hooff and Ridder explain. 
This process is essential in translating individual knowledge to organizational 
knowledge". Effective knowledge management strategies, as per Jain (2006)*s study must 
emphasize on the role of knowledge sharing to achieve maximum results for 
organizations. In today's tight labour market environment, the professionals are adopting 
a one-to-one approach to build the employer-employee relationship for knowledge 
sharing. The implementation of e-HR strategy, is therefore, believed by Krishna (2006). 
can have far reaching benefits including improved service delivery, better productivii\ 
and cost savings. Over the past few years, e-HR has become an irresistible force for 
change, or at least an enabler of HR transformation in some leading organizations. 
Organizations are using e-HR to implement the Employee Relationship Management 
model for providing content and delivering services to their employees, which results in 
developing good relations with employees. 
A study by Ling and Jaw (2006) proves that human capital is the critical differentiator of 
a business enterprise's success in a knowledge-based era (Fitz-Enz, 1997). In order to 
compete in the international arena, it is vital for an organization to possess organization-
specific human capital (Schuler and Rogovsky, 1998). At an another place. Jaw el al 
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(2006) mention that in present market, the functions of products are similar and the 
organizations can not create differentiation by products, because the products or services 
are easy to be imitated. Most successful organizations depend on intangible advantages, 
such as human capital that is more difficult to imitate and to transcend. Describing the 
Performance management. Kumar (2006) writes that it is the integration of performance 
appraisal systems with the broader human resource systems as a means of aligning 
employees' work behaviour with the organization's goal. For any organization, human 
resource is the most important asset. Employees make the organization work, employees 
represent the organization. So, better the employees, better the organization. Therefore, 
the performance management is one of the most important aspects for any organization. 
Performance management should be an ongoing interactive process which is designed to 
enhance employee capability and facilitate productivity. In the words of Andrews et ul 
(2006), the use of performance management systems is in part related to the aims and 
goals of an organization. Unless these goals are clear, unambiguous and realistic, the 
organization may find itself slipping into decline. Theories of organizational failure also 
stress the importance of good internal relations between different groups of managers. 
Effective leadership is widely believed to be a key factor in preventing organizational 
failure. Wagener (2004) explains that a team's approach is to be established in an> 
organization but it is not an easy and straight forward process. The team is a small 
number of people with complimentary skills who are committed to a common purpose. 
performance goals and approach for which they hold themselves mutually accountable. 
Satyavathi &. Raji (2005) agree with him that interactions among team members release a 
creative energy much stronger than that from individuals. Creativity training teaches 
people how to clear the obstacles of thinking for original and novel solutions, fherefore. 
equipping HR for creative thought and action will be an imperative not a kixurv for 
organizations which compete to innovate creativity. Purang (2006) is of the same opinion 
and reports that congenial HRD Climate is extremely important to improve the 
employees productivity and for achieving ultimate goals of business. 
The people are assets, not costs as viewed as far back as in early eighties, and were called 
labour costs, as per study of Bhattacharya (2006). They had nothing to do with financial 
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networth of the organization. This view is supported by Sreenath & Sreenath (2006). who 
believe that the competitive strength of business organizations is determined not b) the 
piiysical resources but by the intangible talent of the human resource. In knowledge based 
economy, they are not costs, they are revenue earners and hard to be replaced. Drucker 
explained the reason why people were employed in the organization was their strength. 
and the capacity to perform. It is further added, that people were most important 
resources; they supplied the organization their work, talent, creativity and drive. Without 
competent people, organizations would have either pursued inappropriate goals, or find it 
difficult to achieve appropriate goals set for. The value of the people is in their 
competence to help organization secure its goals. Longer they stay in organization, higher 
their value. If they left, their replacement would actually not match their worth and the 
worth of the organization would go dovm. People are thus assets, as part of intellectual 
capital, or human capital of the organization. The captains of modern organizations are 
becoming increasingly aware as per study of Dasari (2006), that a critical source of 
competitive advantage often comes from having appropriate systems for attracting and 
retaining human resources, and not merely from having the most ingenious product 
design or service, the best marketing strategy, state of the art technology, or the most 
savvy financial management. It is gradually becoming clear to them that employee 
attrition is a reality and organizations need to adopt a market driven approach in dealing 
with growing attrition. In order to attract and retain talent, organizations smartly need to 
address the issues of work-life balance. 
While talking about HR aspects of excellence, Raman (2006) mentions that in a hyper-
competitive environment where any core competence has a short life, innovation" has 
evolved as the latest corporate mantra. Innovation is about turning human knowledge and 
creativity into value. Being innovative does not only mean coming up with new products 
and services, it may also be observed in adopting new technologies from other fields, new 
ways of organizing and conducting businesses, new ways of marketing products and 
services, etc. They need to make special efforts to develop its people and capitalize on 
their creative and innovative ideas to rise in the competitive ladder. The organization 
seeks people who are result oriented and who have the ability to build an organization. 
Chapter 3 39 
Review of Literature and Setting of Research Problem 
mentor and develop others. For an organization to be successful, it is essential to develop 
and harness people with varied kinds of experiences and personalities. And for an 
employee, every change should be looked at as an opportunity and taken in a good spirit. 
At one place she says, the performance appraisal and reward system should be designed 
such a way that the innovative efforts of people are recognized and rewarded. Agreeing 
to her. Tanuja (2002) expressed herself saying that, in the long run a good organization is 
one that has good people of high potential. Since people are an organization's most 
important assets, it is important to look at the brightness of people's eyes to study its 
performance. Sometimes, this observation is more important than the documented 
performance of the organization. In this context, Neilson and Pastemack (2006) believe 
that like DNA in living beings, it is the time now to know about the corporate DNA. Just 
as a healthy life needs a healthy DNA, an organization also needs a healthy organization 
DNA. They suggest building a better organization with good health and profitability, the 
first step is to figure out the type of organization-its unique traits and attributes-in other 
words its 'DNA'. They further say that like the DNA of living organisms, the DNA of 
living organizations consists of four basic building blocks, which combine to express 
their distinct identity or personality and they are: Decision rights. Information. 
Motivators and Structure. They believe that DNA strongly influences and. in some ways. 
even determines each employee's behaviour. 
It is believed by Rajadhyaksha (2005) that, 'competencies' is a new mantra to effect 
change within organizations, and the final model that emerges from the study goes 
beyond managerial competencies- a model of techno-managerial competencies that ma> 
be better suited to emerging jobs in a more technology -driven future. While competence 
refers to the individual level of analysis, core competence refers to the organizational 
level of analysis. Competencies are personal characteristics and core competencies are an 
organization's characteristic areas of expertise. In short, according to Godbout. individual 
competence is a necessary condition to develop core competence. A distinction has been 
made by (Boyatzis, 1982) between threshold competency and differentiating 
competencies. Threshold competency refers to that minimum quality that a person needs 
in order to do a job such as the ability to speak the native language. Differentiating 
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competencies refer to those factors that distinguish superior from average performers. 
Most threshold competencies are considered to be generic in nature in that they tend to 
apply to most managerial jobs whereas differentiating competencies may be more 
organization-specific. Therefore, organizations need to move beyond assessment ot 
generic managerial competencies to more specific technical competencies and adopt a 
holistic approach to competency assessment as it applies to real jobs in the work place. 
Swailes (2002) reports that way back in 19'^  century (1949), Fayol believed that the 
organization's interest must always take preference over the interests of individuals or 
groups of employees. The performance in an organization is a function of both the 
individual and the organization. It is therefore, as per experience of Vasanthi (2005). 
important for HR professionals to be aware of the body of knowledge that exists in both 
the fields. It however, appears that there is a gap between the research in the area and the 
application of the same to enhancing organizational functioning. Therefore, in order to be 
effective, HR professionals need to demonstrate an understanding of the business in the 
way they formulate their HR strategies. It is this knowledge that needs to be developed. 
Her view is supported by Rao et al (2001) expressing that the organization should 
recognize HR professionals as competent and strategic partners in business and the 
employees as a strategic resource and give HR the status it deserves, as developing HR 
professionals as strategic partners in business, is one of the five areas of human capital 
management; the other four areas are: recruitment, retention, and retirement; rewards and 
performance management; career development, succession planning, and training; and 
organizational structure, and human capital enablers. 
3.1.3. Overview of HR Strategies for Corporate Excellence in Business 
Organizations and Commercial Banks in India 
In this part of literature survey, the exclusive findings of experts on HR strategies 
working for excellence in banking and other service organizations have been captured. 
As per Vohra (2004), 'Commitment, empowerment and trust go hand-in-hand" and 
therefore, it is the only way to achieve true corporate excellence. The success of any 
organization's future business strategy depends a great deal on its employees" 
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commitment levels. It is for the organizational leadership to attract, motivate and retain 
committed people for future business objectives. Organizational leadership needs to 
create the understanding that it is only an employee's total commitment that will gel 
translated into greater productivity and a very high level of quality service, which 
ultimately affects the bottom-line. Lee (2005) emphasized on delegation and involvement 
and suggests making sure that as an organizational leader you involve employees noi 
only in petty matters, but also in implementing changes. As in any change or 
organizational development initiative, the more you involve your employees in the 
process, the more invested they will be. The central tenet of new public management 
(NPM) doctrine for the core public sector as per study of Moynihan and Pandey (2006) is 
that public organizations need to adopt an increased focus on results while giving 
managers greater authority. These desirable organizational characteristics are promised to 
lead to improved performance and enhanced accountability. Lervik et al (2005) believed 
that HRD best practices can be used as recipes or fruitful guidelines, but in order to work 
constructively they must be re-created within a particular context. Organizations not onh 
learn from their own experience but they also try to learn from others. They look to 
competitors, customers and other business houses for inspiration to improve their 
operations and ways to conduct HRD functions. However, there is also an observation by 
Truss (2001) that, even successful organizations do not always implement 'best practice" 
HRM, and that there is frequently a discrepancy between intention and practice. The 
outcomes at the individual and organizational levels are complex and often contradictors 
and therefore, the question of how human resource management (HRM) policies and 
practices are linked to organizational performance has been a subject of great interest to 
both academics and practitioners (Wright et al, 1999). But according to Fuertes and 
Sanchez (2003), the central assumption is that managements, through designing high-
commitment work systems, are creating the conditions for employees to become highl\ 
involved in the organization and identify with its overall goals. 
In Indian banks, generally there is no management orientation to HR functions as much 
as it is perceived. This fact has been rightly brought out by Asthana & Sharma (2005) in 
their study that, integration of HR and business strategy has always remained weak in 
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Indian commercial banks. Normally it is observed that there is. inadequate perlormance 
management system, maximum focus on relationship orientation rather than task 
orientation, rigidity in staff deployment, absence of reward system for performers and 
tolerance of non-performers, nebulous training system etc. The priority given to number 
of trainings rather than quality of trainings, consideration of relations rather than merits, 
lacking strategic placement and missing development plans. The HR has not yet received 
there the treatment and drawn the attention of top management in enunciating HR 
policies and its mission, as many other areas of bank functions like credit, recovery, 
international banking, forex, investments, etc. have received and are supported by well 
written policy documents. The same views are expressed by Sharma & Agarwal (2005), 
who believe that even today in public sector banks, the HR strategies are not linked with 
business strategies and that result into damage to their business. In recent times, the 
Indian public sector banks have been given greater freedom of action by the Govt, of 
India and RBI to make acquisitions of business and pursue new lines of business. They 
are given more autonomy on deciding the HR issues relating to staffing pattern, 
recruitment process, training and promotions as well as compensation system to attract 
and retain talented skilled professionals. The banking industry today is said to be the 
country's second largest employer with approximately 8,00,000 employees with 
tremendous growth opportunities. However, they are yet to be fully exploited to explore 
the avenues of excellence. Since the contribution of human resources in banking being a 
70% people-oriented service industry can not be ignored, a little judicious thinking on 
HR aspects can bring about desired results of excellence in the working of banks. 11" 
Human Resource is therefore, identified as a key success factor, any organization can 
excel in its business as rightly expressed by Budhiraja and Athreya (1996). The people 
are the main asset and the organization should take care of them. In a people - oriented 
service industry like banking, the major strength, is recognized to be the quality of the 
people within. The dedicated staff members are to be seen as a competitive edge the bank 
can rely upon. Shri B. Ratnakar, the ex-CMD of Canara Bank once said -Uhe first thing I 
did was to tell my men that I am interested in them and not interested in (he hank I 
wanted to nourish the talent we had in the bank'. Since staff unions in banks have a say. 
Kandula (2001) suggests that to bring excellence in the industry, it is advisable if they are 
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made party to strategic HRD practices like training, performance appraisal. Job 
enrichment, communication, and employee involvement and empowerment programmes, 
by drawing bilateral agreements. 
As viewed by Bhaskar (2004), the Human resource is one of the natural resources of an> 
country's economy and it is the wealth of the country. For the banking being a people-
oriented service industry, the raw material is human resource and it is of great 
importance, where building the competence/ excellence is largely dependent on the 
selection process of human resources adopted by them. He supports the "employee 
referral scheme", being implemented by some private banks. Under this scheme, if an 
employee refers a good candidate for recruitment and if the person is selected, the referee 
is suitably rewarded with attractive cash incentives. With regard to the accountability for 
non-performance and for the mistakes, he suggests that HR department's intervention is a 
must for establishing the facts of each case; proper judgment with impartial attitude helps 
develop satisfaction among the staff members. In order to gear banks up to meet the 
present day challenges of cut-throat competition, the mindset of the personnel has to be 
changed by adopting proper HR Strategy. Mallikarjunan (2005) states that, as an\ asset 
need to be serviced and overhauled to perform better, the human asset in the banks also 
needs to be empowered to deliver its best through an appropriate business strategy to 
leave behind the mark of excellence. It has also been suggested by (Nininger. 1982) that 
human resource planning should be carried out at the same time as strategic business 
planning, in a parallel way. The organizations which are able to match organizational 
needs with individual needs, achieving organizational growth alongwith individual 
development, commitment, creativity etc., are excellent and successful. It is widel> 
acknowledged that integration of HR Strategy with business strategy is vital for 
organizational success; it is becoming an integral part of business strategy. Human 
resource issues are, in fact, business related issues as they influence the essence of 
business- profitability, survival, competitiveness, adaptability and flexibility. Achieving 
success by working with existing lot of people is important, not by replacing them or b\ 
limiting the scope of their activities. In an opinion survey conducted on Training as an 
effective HRD technique in banking sector, Raju (2005) concludes that in banking, the 
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manpower was the key input and serious focus liad to be placed on HRD so as to enable 
the existing banking system to successfully meet the emerging challenges in coming 
years. In banks, normally there is no system of communicating to employees about the 
appraisal except in case when the individual performance is below average, ll is therefore 
suggested by Hukku (1990), that if the purpose of the appraisal is to develop the 
employees, they should be informed of their appraisals irrespective of their indi\idual 
ratings so that they get the chance to introspect themselves vis-a-vis the organizations. 
providing a direction for improvement. 
As human resource planning is the part of strategic HRM and is linked to corporate 
strategy, it aims to match the demand with the supply of manpower in keeping with the 
organization's future requirements, believed by Prasad (2005) like many others. With the 
changing business scenario, the market has become extremely competitive and it has 
therefore, become imperative for every organization to achieve corporate excellence. The 
concept of 'Corporate Excellence' has been defined by Pattanayak (2001), as the 
combination of people, system, product and marketing excellence, and of these, people 
excellence is important because it has a direct bearing on the system, product and 
marketing. It is rightly said that the success stories of world-class organizations have 
proved it. The excellent organizations don't aim just to achieve one-time profitability 
rather they focus on life-long excellence and maintain it at an optimum level, in ever> 
aspect of the business. In this context, Bhaskara Rao (2003-04) illustrates that, it is a 
well-established fact in the world of organizations that the people are prime movers who 
make the organizations to function. It is aptly said that successful organizations are those 
which recognize HRM as a key corporate strategic objective. Approaching HRM from a 
business strategic perspective, it may be perceived that HRM in banks can be more 
effective only when HR strategy is integrated with business strategy. Therefore, to remain 
competitive in the dynamic environment, banks need to recognize human resource.s as a 
significant part of their long-term business and strategic corporate planning. However, in 
the opinion of Temporal and Davies {www.orientpacific.com/corp.htm), the problems for 
human resource management are significant. Business strategies in rapid growth 
economics change quickly, and research shows that there is little co-ordination belwccn 
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corporate strategy and human resource strategy. In their experience, more often than not. 
top management teams are inflexible in thinking and strategy, and inward rather than 
outward focused. Consequently, these organizations reveal excellence in ideas and 
concepts but fail when it comes to delivering and realizing. Given the complex 
environments in which organizations are embedded, understanding the nature of 
teamwork and how to best train the competencies needed is of the utmost importance to 
organizations in the opinion of Sales et al (2000), if they are to succeed. 
The total involvement of employees is necessary for an organization to be an effective 
enterprise. A sense of belongingness and commitment to the organization is a must for 
facing the challenges. However, Riccucci & Naff (2008) explain that any employer from 
time to time will encounter employees who engage in misconduct or do not perform 
satisfactorily in their jobs. This is as true in the public sector as in the private sector. 
When this occurs, employers have the right to take action to discipline the employee, and 
the usual practice is to engage in what is called "progressive discipline". The first time an 
offence takes place, the employee may be given a verbal warning; the second time, a 
written reprimand may be placed in his or her personal file. If the employee continues to 
engage in the misconduct or poor performance, he or she may be suspended. The final 
and most severe form of discipline, of course is, to remove the employee from the job. If 
the employee engages in severe misconduct, the employer may take serious disciplinar\ 
action following the first action. If the problem is poor performance, the employer often 
begins by working with the employee to develop a performance improvement plan. At 
one place, Sangwan (2005-06), a banker mentions that the HR is the most important 
element for the progress of an organization. Though technology can replace manual 
intervention, yet the thinking process is the exclusive preserve of human beings. The 
technology can improve speed and quality of performance but at the same time, the risk 
factor involved can not be ruled out. The technology can be an aid not a substitute 
thereof. The activities of banking are all about 'relationship' being a service industry. 
Hence, as a part of development process in banks, he has suggested establishing R& D 
Department which is not there hitherto, so that innovative ideas are developed through 
research. A time is not far when all banks will be more or less equal in technological 
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strength; the differentiating factor will simply be the quality of human resources. The 
concept of HR capital adequacy which is now considered as important as the other capital 
adequacy shall be the guiding factor in banking future. The strength and weaknesses of a 
bank shall be henceforth, rated on the basis of the quality and skill of their human 
resource. And therefore he says that, the competency and capability should be the sole 
justification and criterion for promotion. The criterion of merit-cum-performance for 
promotions should be adopted in true spirit to prevent "brain drain". Intellectual Capital 
offers a potential source of sustainable competitive advantage (Hayton, 2005). One stud> 
reveals that the dimensions of Intellectual Capital will influence corporate 
entrepreneurship by high-technology new ventures. Bontis (2001) reports, the intellectual 
capital as defined by (Stewart, 1997); it is intellectual material- knowledge, information, 
intellectual property and experience-that can be part to use to create wealth. Intellectual 
capital was further expounded upon by management guru (Peter Drucker. 1993) in his 
description of post-capital society. In this context, Bhasin (2006) explains that Human 
Capital is important because it is a source of innovation and strategic renewal. Intellectual 
Capital (IC), as commonly defined in academic literature, consists of human capital, 
customer (or relational) capital and organizational (or structural) capital. Taking further 
this study. Wall (2005) reports that the elements of all three categories of IC interact and 
thereby add value to the organization. Accounting for Intellectual Capital is increasingi) 
recognized to be one of the most 'fascinating' and potentially far reaching 'challenges" 
facing the accounts professionals. There is therefore, a clear need to have accepted 
guidelines for the banks and other organizations willing to report their knowledge-based 
resources. 
'Globalization' presents both opportunities and threats to organizations and the societies 
where they reside. Leeladhar (2006) confirms it by stating that, globalization has tiirown 
up a lot of opportunities but accompanied by concomitant risks. Therefore, in the opinion 
of Cox et al (2005), HRD has a unique role to play; its focus is on maximizing the 
potential of human expertise in individuals, groups, organizations, communities and 
nations through strategic interest in research and human development. The data from 
previous studies strongly indicate that the presence of global HR policies and practices. 
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as perceived by managers around the world, positively impacts acceptance of 
globalization (Pucik, 2004). Globalization, in the opinion of Marquardt (2005). contrary 
to the opinion of many, has led to a better world, one in which greater numbers of people 
have the opportunity for peace, prosperity and freedom. Globalization has made the 
world a better place, a world that will eventually lead to economic prosperit>. political 
freedom, and world peace (Bhagwati, 2004; Moore, 2000). A reference of the word. 
'globalization' is also made by Sahoo and Tripathy (2003), where it is stated that it has 
transformed the world at an accelerated pace, and it is right. The growth of globalization 
is aided by the trade policies of governments, international governmental and non-
governmental organizations, including financial institutions such as the World Bank, 
Department for International Development (DFID), International Monetary Fund etc. The 
concept of globalization emerged in 1991 by the developed countries with a view to 
capture the economy market of the developed countries. The world economy today has 
truly become global in which the bulk of production and exchange of goods and services 
take place on a global basis in open global market. Indian businesses now have truly 
global reach and are demonstrating the capacity to work within global standards and 
successfully acquire and integrate overseas businesses. The term globalization has 
different meanings for different people. In very simplistic terms- Vieira (2005) has 
defined it as, 'globalization is the creation of a world without boundaries, where ever\ 
market will be freely accessible'. Therefore, in the opinion of Novicevic and Harve\ 
(2001). the growing globalization of competition has increased a global leadership 
dilemma, which is how to design optimal governance mechanisms to resolve the tension 
between the needs for the global integration among operating entities and those for local 
responsiveness i.e. how to achieve contextualization in the global strategies to compete 
effectively at the local market level. The global HRM, in the words of Brewster ei al 
(2005) concerns managing all HRM activities, wherever they are, through the application 
of global rule sets. It delivers organizational capability. Therefore, the development of a 
new role portfolio for the corporate HR function is critical for the distributed global 
leadership to flourish in global organizations of the twenty-first century. India needs to 
fight for greater market access for its industrial products in developed nations-and for thai 
matter all developing countries have to fight for easier movement of expertise and 
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manpower which is stolidly resisted by the developed countries. It is not easy. ho\\e\er. 
they say, but the glory is in the striving, not in the attaining. As there is a tear oi' not 
competing with the giant multinationals on the ground of technologv and effective 
utilization of human resources, the Indian industrial units started restructuring ol" their 
units in the form of merger, acquisition, ownership transfer or change of management 
process in order to compete with them. Confining the operations to metro centers, the 
foreign banks were neither governed by the priority sector norms nor by the rural 
branching policy of RBI and the Finance Ministry. As such the relationship banking has 
always been a part of the Indian banking culture, and now in spite of the technological 
revolution and introduction of technology oriented products in the emerging competitive 
financial services market, since human interaction is still sought after by customers in 
banks, it has become all the more important. 
It is believed by Buddhapriya (2006) like many believe that, to attain the highest level of 
performance and accountability, any organization depends on three enablers; people, 
process, and technology and the most important of them is people, because it is they who 
define an organization's character and its capacity to perform. Human Capital of an 
organization is regarded as an important source of sustained, competitive advantage 
which is especially true in the case of organizations operating in complex and dynamic 
competitive environments like banking where the capability to rapidly acquire and 
assimilate new market and technological capabilities is the key to enduring advantage 
over competitors. Leeladhar (2006), the Deputy Governor of RBI, while delivering the 
speech at a seminar, supported this view and insisted that banks need to focus on 
appropriate capacity building measures to equip their staff to handle advanced risk 
management systems and senior executives also need to equally equip themselves with 
appropriate skills to have effective supervision of banks. In the likelihood of a high level 
of attrition in the system, banks need to focus on motivating their skilled staff and 
retaining them. In this regard, he clarified that capacity building should be across the 
institution and not confined to any particular level or any particular area. 
While writing on HR functions, Prasad (2005, p.ll) narrates one of his personal 
experiences in his book that a professor of IT in BHU once asked him, whether there is a 
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future for HR in the cut-throat and cost cutting business culture taking roots in the hidian 
industry and society? His answer was, yes. There is a bright future of HR functions. 
Twenty first century belongs to HR. Personal function has come to India as a matter ot 
necessity, to look after the needs of workers. Today, the needs of the organization have 
changed and are relented to survival and growth of the business in the competitive 
atmosphere. A significant point he has made, is, since management is about people 
management and administration, HR management will always exist so long as there is 
management. However, another significant point emerged out of it, is, management will 
always exist so long as there is people. Management implies that there is an objective to 
be attained. Williams (2002) on organizational values confirms that, researchers have 
long recognized that an organization's ability to implement strategy and achieve desired 
results is directly related to the aligiunent of the entire HR function and the people 
practices that support needed behaviours and competencies (Beer el al, 1985; Huselid, 
1995; Ferris era/, 1984). 
During a lecture delivering on the occasion of centenary celebrations of Corporation 
Bank, Leeladhar (2005) alerted that with the onset of liberalization, banks in India are 
under pressure to change the ways in which they are at present doing the business. They 
are facing an increasingly competitive environment not only from banks but also from 
non-bank financial institutions. In the changed scenario, success will depend on the 
ability of banks to leverage the human potential and capabilities. Today, management has 
to find out the means as to how attract the talented people, how to nurture them, how to 
develop them and to give them the necessary space in the organization. Talent in itself 
has little meaning unless it is woven into the weft and warp of the corporate strategy. The 
need for talent arises directly out of the business strategy adopted. It is on the banks to 
turn their constraints into an opportunity to create such employee value propositions that 
appeal to the talent the banks wish to recruit. The purpose of HRM is therefore, to 
enhance the efficiency of the organization. Adding to the issue of retaining talent and 
enhancing their managerial effectiveness, Mathew (2004) believes that, the need of the 
hour is to foster an entrepreneurial culture in banks in which employees have a niind-sct 
capable of anticipating change, taking risk and acting fast. The business environment 
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unleashing unprecedented competition, commercial risk taking has become an integral 
part of decision-making in banks. However, such decisions by managers have often 
exposed them to the rigor of disciplinary action mainly for concomitant loss caused to the 
bank. The fear psychosis often deters the managers from taking commercial decisions. 
There is therefore an urgent need to distinguish motivated or reckless credit decision 
from mere procedural violations. The system of reward and punishment should take into 
account the gravity of situation and evolve norms to discriminate a genuine commercial 
mistake and malafide collusion. Such measure would enhance managerial effectiveness. 
In well known professionally managed private organizations like TISCO, Hindustan 
Lever etc., Prasad (2005, p.381) reports that a business integrated HRM exists. In 
progressive public and private sector organizations, human resources are called human 
capital with pride, and the human capital is to be considered the 'Core' resource. 
Supporting his observation, Fayyaz et al (2005) while discussing a case of HLL in India 
mention that, it is imperative to note that the most successful MNCs are able to sustain 
their position of competitiveness in the global business arena, because of their corporate 
governance and core competence in managing the human assets with changing business 
environment. The HLL, the most prominent company in India has set the trends and 
pattern in effectively developing its human capital which need to be emulated by other 
emerging Indian MNCs, and also by commercial banks in India so that they can sustain in 
the global business competitive world. It is strongly emphasized by Fleming and 
McNamee (2005) that it is the responsibility of all to be actively engaged in the 
promotion of good corporate governance; there must be leadership at the 'executive 
level', and ownership at all levels. In a study, Gould-Williams and Davies (2005) 
concluded that there is growing evidence that committed and motivated workers are less 
likely to want to leave the organization. There is also an awareness growing that 
employees' positive work attitudes and discretionary behaviours are important factors 
affecting organizational performance (Podsakoff and MacKenzie, 1997). 
3.2. Setting of Research Problem 
Based on extensive review of literature, a research gap is identified, the purpose 
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Statement is defined and the justification of study is outlined here. 
3.2.1. Research Gap 
The review of literature suggests that most of the studies are observation based and no 
serious attempt has been made by researchers to study the varying aspects of HR 
strategies which are common and implemented by all commercial banks in India (public, 
private & foreign banks) in relation to business strategy influencing the working results 
of banks for attaining the corporate excellence. There have been few studies coming 
across but they are firstly, confined to either Indian public sector banks alone or Indian 
public & private sector banks only, in the form of 'Indian commercial banks', "Indian 
public & private sector banks', 'public sector banks in India', etc; without having 
included and discussing the strategies of foreign banks working in India which are large 
in number. They are as good in number as the public and private sector banks 
individually and their HR strategies are apparently considered to be of superior quality. 
And secondly, discussing about HR strategies for corporate excellence in banking in 
India in relation to business strategy without having discussed the role of other strategies 
like; marketing, R&D, information systems, administrative & operational, etc.. which 
have great linkages with HR strategies in influencing the business and organizational 
excellence of banks. Although, there are certain articles published in Indian Journals 
comparing the workings of public sector banks with private & foreign banks but they are 
mostly narrative, without having empirically researched their HR strategies in relation to 
HR functions influencing their working. 
3.2.2. Purpose Statement 
The research purpose is to carry out a study aiming to provide the details of HR strategies 
being implemented by commercial banks in India (including foreign banks) in relation to 
HR functions influencing their working results in terms of corporate excellence, with 
particular reference to public sector banks. 
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3.2.3. Justification of studying Banks 
The strength of human power is recognized to be a competitive advantage for banks in 
India and for any service organization; and they need to concentrate on it, address it in 
totality and allocate the material resources accordingly for its development to meet the 
organizational needs. However, the reason of selecting the commercial banks in India for 
studying corporate excellence is for the very fact that banking sector apart from being one 
of the largest employers in India, it is more than seventy percent people-oriented service 
industry. It is well recognizing the human resources as its major strength, and therefore 
providing the maximum opportunity to researcher of studying the diverse aspects of HR 
strategies and related issues which may help the problem to arrive at more meaningful 
results. A closer look at any successful organization reveals that it is becoming more 
vision driven, goal oriented and human resources strategy based, and with this reason, the 
foreign banks are probably believed to be giving tough competition to their Indian 
counterparts. The same is the case with private sector banks, particularly new private 
sector banks, as a news item appeared in The Financial Express dated; 6"^  July, 2006 
reads as. 'Pvt banks outsmart PSBs in productivity during '05-06'. 
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4.1. Objectives of Research 
Every human activity is directed towards the attainment of certain objectives and a 
research study is no exception to it. The present study is therefore, carried out with 
certain objectives which can be discussed under the following two heads: 
4.1.1. Broad Objectives 
The broad objective of the research study undertaken is to closely study the overall 
workings of commercial banks in India, and to examine the usage and application of 
various HR strategies, policies & practices aimed at strategizing the business policies in 
order to achieve the organizational excellence. The study is concerned with Human 
Resource (HR) Strategy in Indian commercial banks and the effort in this direction has 
been made to enquire whether in India the banks' corporate excellence is matching with 
their HR strategy. It also examines the relevance of HR strategy in relation to HR 
functions in Indian banking industry with reference to foreign, private and public sector 
banks and the relationship of HR functions with their business and business strategies in 
terms of corporate excellence. Whether there are willingness and competencies, and HR 
strategy is aligned with business strategy to give desired working results. It also reviews 
marketing strategy, R&D strategy, information systems strategy, administrative and 
operational strategy, etc. as a part of business strategy. The effort therefore, has been to 
study the various existing HR strategy aspects in relation to business strategy influencinji 
the working results of banks in the present day Indian banking scenario so as to ascertain 
whether the level and form of 3Cs- culture or character, commitment and competence 
present in Indian banking, are HR strategic and aligned to various business strategies 
leading to corporate excellence. 
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4.1.2. Specific Objectives 
On the basis of broad objectives defined, the specific objectives of the research are to 
study the banks" existing HR system - the Performance Appraisal, its relationships with 
HR functions and to investigate individually the subsequent impact of these HR functions 
on the Working Results of banks in the present day banking scenario, as summarized here 
under: 
4.1.2.1 Finding out the Reiationships-
Between 
Performance Appraisal system (HR System) 
and 
HR Functions 
(i) Counseling and Career Development 
(ii) Administrative and Operational Control 
(iii) Recruitments/Selection 
(iv) Trainings/ Job Enlargement 
(v) Promotions/ Elevation 
(vi) Transfers/ Placement 
(vii) Capital Rewards/ Benefits, and 
(viii) Punishments 
And 
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4.1.2.2. Finding out the Effects/ Impact-
Of 
HR Functions 
(i) Counseling and Career Development 
(ii) Administrative and Operational Control 
(iii) Recruitments/ Selection 
(iv) Trainings/ Job Enlargement 
(v) Promotions/ Elevations 
(vi) Transfers/ Placements 
(vii) Capital Rewards/ benefits, and 
(viii) Punishments 
On 
Performance/ Working Results of Banks 
4.1.2.3. Graphical Representation of Specific Objectives 
The above specific objectives of our study is graphically represented here as under for 
better illustration -
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4.2. Overview of HR System, Functions and Working Results 
We need to describe in brief the 'HR system and functions' as two important variables 
for our study so as to understand tiieir relevance in the service career of each employee 
and how they are influencing the 'working results' (the third important variable of our 
study) of bank and any service organization in terms of their organizational excellence. 
4.2.1. Performance Appraisal System 
Performance Appraisal as defined by Ghosh (2006) is a systematic and planned process 
of evaluating performance of an employee, relative to his/ her standard set for 
performance. It may be in closed or open form, depending upon the policy of 
organization. If performance of people is less than the standard set, organization provides 
counseling and feedback to such people for enforcement of their weak areas. The system 
of performance appraisal is a formal exercise carried out for all executives and other 
employees with respect to their contributions made towards the growth of the 
organization. Its aim is to measure the overall performance of an employee over a period 
of time, usually one year, by his immediate superior so as to provide a feedback to the 
employees and aid the management. Performance Appraisal does not merely measure the 
performance of the people but also serves the following management objectives- as 
defined by Pattanayak (2006). 
(a) Providing basis for promotion/ transfer/termination. 
(h) Enhancing employees' effectiveness. 
(c) Identifying employees' training and development needs. 
(d) Aiding in designing training and development programmes. 
(e) Removing work alienation (counseling employees corrects misconception 
which might result in work alienation). 
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(f) removing discontent. 
(g) Developing interpersonal relationship, 
(h) Aiding wage administration. 
(i) Exercising control. 
(j) Improving communication between superiors and subordinates, etc. 
4.2.2. Counseling and Career Development Plan 
The HRD philosophy is that people perform better when they feel trusted. As 
management/ managers have information about the growth plans of the organization and 
they also have the information about the requirements of employees through their 
appraisal, it is their responsibility to transmit information to their employees/ 
subordinates and counsel and assist them in planning their careers within the 
organization. Employees are therefore, helped to prepare for change whenever such 
change is planned. 
4.2.3. Administrative and Operational Control System 
Performance Appraisal provides a means for exercising administration and operational 
control system, which is necessary for an organization to be disciplined and successful. 
The decision making process should not only be fast but also effective. And for this, it is 
necessary that the administrative machinery is neither oversizing nor undersizing and it is 
adequate enough to handle and control the offices/ branch offices under its 
Administrative Control. 
4.2.4. Recruitments/ Selection Process 
It is defined by Ghosh (2006) as a process of searching out the prospective employees 
and stimulating them for offering candidatures for the job in the organization. The 
organization needs people for different jobs as per human resource planning formulated/ 
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designed by the planner. It is the recruitment/ selection process which digs out the 
sources of human resource supply and identifies the people looking to the needs, 
requirement of the organization and also qualitative attributes, potential areas, aptitudes, 
skill, knowledge, abilities the people possess. 
4.2.5. Trainings/ Job Enlargement Programmes 
Trainings are linked with performance appraisal and career development. Employees are 
generally trained on the job or through special in-house training programmes. Periodical 
assessments of training needs are made within the organization, and training programmes 
are developed and conducted accordingly. The effects of all training programmes are 
monitored, analyzed and used for fine tuning. The employees who attend in-house or 
outside trainings are expected to give their feedback concerning any changes they would 
like to be implemented on the basis of their new knowledge. The training received by 
employees is thus utilized by the organization. (Pattanayak, 2006) 
4.2.6. Promotions/ Elevation Policy 
Promotion is one of the tools of motivating the staff, defined by Singh (2005). By 
promoting as per policy of organizations which differs from one to another, they 
recognize the talent and hidden potentialities of the employees. This results in change in 
task, attitude, liking, outlook and thinking of a person. Promotion means throwing a 
challenge to an individual to show his/ her abilities. It goes without saying that apart from 
financial consideration, job security, good working conditions, many other factors and 
opportunities for advancement (as people want to grow), promotion gives the employees 
the job satisfaction helping them to perform better. 
4.2.7. Transfers/ Placement Policy 
Transfers are considered to be a developmental tool for the employees because it 
provides them the opportunity to learn and do new things at new place of postings, 
provided it is planned systematically and effected without any biased intention. It is in the 
broader interest of organization as well. The banks being financial institution, a periodical 
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transfer is mandatory in order to avoid any fraudulent intentions of employees due to 
their acquaintance with the system and place if one is allowed to stay at one place for a 
longer period of time. However, a frequent transfer may also adversely affect the work 
efficiency of employees. It is therefore, essential that for effecting transfers, a systematic 
transfer policy is formulated. 
4.2.8. Rewards/ Benefits Schemes 
Honouring and awarding employees performance and behaviour is an important part of 
HRD. Appropriate honours and awards not only recognize and motivate employees, but 
also communicate the organization's values to the employees. In HRD systems, 
innovations and use of capabilities are awarded in order to encourage the acquisition and 
application of positive attitude and skills. The awards include cash awards, certificates of 
appreciation/ commendation, newsletter announcements, pay rise, special privileges, etc. 
Awards may be given to individuals as well as to teams, or departments 
(Pattanayak,2006). 
4.2.9. Punishments (for mistake/ lapses/ misconduct) System 
When there are awards for doing something good, then naturally there has to be the 
punishment for doing anything wrong. However, there has to be judicious decision while 
awarding the punishments. In financial institution particularly banks, when one is taking 
numerous financial decisions, it is very natural that some bonafide commercial decisions 
may go wrong and any severe punishment for this will not be in the larger interest of the 
banks too. In this context, Mathew (2004) points out that, the system of punishment 
should take into account the gravity of situation and evolve norms to discriminate a 
genuine commercial mistake and malafide collusion. Such measure would enhance 
managerial effectiveness. Bhaskar (2004) rightly adds to it and suggests that HR 
department's intervention is a must for establishing the facts of each case: proper 
judgment with impartial attitude helps develop satisfaction among the staff members. 
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4.2.10. Working Results 
Working results are the outcome of the efforts of the employees in the organization which 
may or may not be satisfactory. It would be depending upon the usage and application of 
HR functions in the organization. And the purpose of our study as described is to review 
the existing HR functions, in view to aim to improvise the existing HR strategies or to 
suggest implementing the new strategies, if so required to bring about corporate 
excellence in the working of banks in India 
4.3. Hypotheses 
The framework of study has been designed to test the following hypotheses based on 
specific objectives, to facilitate the data collection, presentation of cases, their analysis 
and interpretation. 
Hfll - There is no significant relationship between Performance Appraisal system and 
Counselim and Career Development. 
Ho2 - There is no significant relationship between Performance Appraisal System and 
Administrative and Operational Control. 
Ho3 - There is no significant relationship between Performance Appraisal System and 
Recruitments/ Selection. 
Ho4 - There is no significant relationship between Performance Appraisal System and 
Trainings/ Job Enlargement. 
Ho5 - There is no significant relationship between Performance Appraisal System and 
Promotions/Elevation. 
Ho6 - There is no significant relationship between Performance Appraisal System and 
Transfers/ Placement. 
Ho7 - There is no significant relationship between Performance Appraisal System and 
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Capital Rewards/ Benefits. 
Ho8 - There is no significant relationship between Performance Appraisal System and 
Punishments (for mistakes/ lapses). 
Ho9 - There is no significant effect of Counseling and Career Development on the 
Working Results of Bank.. 
HQIO - There is no significant effect of Administrative and Operational Control on the 
Workine. Results of Bank. 
HQI 1 - There is no significant effect of Recruitments/ Selection on the Working Results 
of Bank. 
Hol2 - There is no significant effect of Trainings/ Job enlargement on the Working 
Results of Bank. 
Hol3 - There is no significant effect of Promotions/ Elevation on the Working Results of 
Bank. 
Hoi4 - There is no significant effect of Transfers/ Placements on the Working Results of 
Bank. 
Hol5 - There is no significant effect of Capital Rewards/ Benefits on the Working 
Results of Bank. 
H0I6 - There is no significant and adverse effect of Punishments (for mistakes/ lapses) 
on the Working Results of Bank. 
4.4. Research Design 
The Research Design is an arrangement of conditions for collection and analysis of data 
in a manner that aims to combine its relevance to the research purpose. In fact, it is a 
conceptual structure within which research is conducted. The selection of research design 
is directly related to the problem under study; and once the problem is selected and 
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stated, the research design is brought in to carry out the study. It guides the investigator in 
the process of collecting, analyzing and interpreting observations. It is a logical model ol' 
proof that allows the researcher to draw inferences concerning causal relations among 
variables under study. It includes the selection, organization and application of the set of 
tools to carry out the study. There are various research tools organized in a linear manner 
to facilitate the research process. 
In this section, the attempt has also been made to explain the Nature of research study. 
Scope of study, and Methodology of Research covering Sampling procedure and 
selection of sample. Method of data collection. Questionnaire Design, Data analysis 
techniques, etc. 
4.4.1. Nature of Research Study 
The present study has been based on explanatory nature of research design which aims to 
find out the existing HR Systems, policies and practices and HR strategies being 
implemented in banking in India in relation to HR functions aligned with business and 
business strategies. And in view of our specific objectives defined, to suggest some 
innovative and practicable HR measures to bring about corporate excellence in the 
working of commercial banks in India. Thus it is an empirical study seeking to describe 
the factual position based on analysis of data collected by the researcher through both the 
primary and secondary sources. 
4.4.2. Scope of Study 
The human resource development was, till recent past not duly recognized as an 
important factor of economic development. However, this aspect of economic 
development is now getting its due share everywhere including banks in the form of: 
identifying the existing talents, grooming them through specialized trainings within and 
outside India, recognizing/ honouring and awarding the talents and many more such other 
measures. There is therefore, a wide scope- yet to do much more, like; studying the future 
HR strategies together with recent technological advancements in banking, to identify the 
areas directly concerning to human resources that can prove to be instrumental in 
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accelerating the economic development resulting into organizational excellence and 
which are not yet been explored, etc. 
4.4.3. Methodology of Research 
Research Methodology is a way to systematically solve the research problem. It may be 
understood as a science of studying as to how the research is done scientifically. We 
study here the various steps that are generally adopted by a researcher in studying the 
research problem along with the logic behind them. It is necessary for the researcher to 
know not only the research techniques but also the research methodology. Research 
methods may be understood as all those methods that are used for conducting research. 
Research methods, thus refer to methods the researchers use in performing research 
operations. Researchers not only need to know how to develop certain indices or tests. 
and how to apply particular research techniques, but they also need to know which of 
these methods are relevant and will serve the objectives of carrying out the research. 
Researchers need to understand the assumptions underlying various techniques. It is 
therefore necessary for them to design his/ her methodology for research problem as the 
same may differ from problem to problem. [Kothari, 2000]. 
The present research study is conceptualized based on our specific objectives, and in the 
light of these objectives we have decided to use the Case Study Method as our well 
thought out research methodology to achieve the set objectives. There are three types of 
Case Study Method viz; Explanatory or Causal case study., Descriptive case study and 
Exploratory case study [Yin, 1987]; and we have used the Explanatory or Causal case 
study as it is most applicable in this situation. 
The case study is one of the several ways of doing research; other ways include 
experiments, surveys, histories, and the analysis of archival information (as in economic 
studies). Each strategy has peculiar advantages and disadvantages. The case study 
method is a very popular form of qualitative analysis and involves a careful and complete 
observation of the study unit. It is a method of study in depth rather than breadth. The 
case study places more emphasis on the full analysis of a limited number of events or 
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conditions and their interrelations. It is essentially an intensive investigation of the 
particular unit under consideration. The object of the case study method is to locate the 
factors that account for the behaviour patterns of the given unit as an integrated toialit>. 
According to Odum. H, "The case study method is a technique by which individual factor 
whether it be an institution or just an episode in the life of an individual or a group is 
analyzed in its relationship to any other in the group". Burgess has used the words "the 
social microscope" for the case study method. Paul V. Young describes case study as "a 
comprehensive study of a unit be that a person, a group or an institution". In brief, it can 
be said that case study method is a form of qualitative analysis wherein careful and 
complete observation of an institution is done; efforts are made to study each and every 
aspect of the concerning unit in minute details and then from case data generalizations 
and inferences are drawn. [Kothari, 2000]. 
4.4.3.1. Sampling Procedure and Selection of Sample 
The commercial banking in India comprises broadly of two categories of banks, viz; 
Scheduled- public sector, old and new Private sector, the foreign banks working in India 
and the regional rural banks; and Non-scheduled local area commercial banks. There 
were total 88 'Commercial banks in India' as at end-March; 2006 (as per RBI Annual 
Report. 2005-06), identified as 84 'Scheduled Commercial Banks (excluding RRBs) 
comprising 27 public sector banks (8 SBI and associates and 19 nationalized banks), 28 
private sector banks and 29 foreign banks; and 4 'Non-scheduled local area commercial 
banks'. The present study is confined to 84 Scheduled Commercial Banks, i.e. the first 
three categories of banks, 27 public sector, 28 private sector and 29 foreign banks in 
India. 
Under Case Study method, it is normally preferred to choose a Single Unit and study it 
extensively. However, in our study looking to the combination/ nature of Population size 
which consists of 3 different categories of banks; Public, Private and Foreign, each of 
almost equal size in terms of their number; 3 Units, 01 from each group of banks based 
on the principle of Stratified Sampling, have been selected by a random procedure. This 
selection was made to give a proper and proportionate representation to each category of 
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banks, to serve a specific purpose. If the Population from which a sample is to be drawn 
does not constitute a homogeneous group, stratified sampling technique is applied in 
order to obtain a representative sample, and the same has been done in instant case as all 
the three categories of banks are different in their nature of operational and administrative 
functionings. In this procedure, the population has been divided into 3 sub-populations 
(called 'strata') based on the categories of banks that are individually more homogeneous 
than the total population and then under each stratum, only those banks were considered 
for random selection which based on secondary data available are either global or 
exerting their nerves to be global (with overseas expansion) and are in the process of 
restructuring their business, products, priorities and people, to constitute a sample. Since 
each stratum is more homogeneous than the total population, we are able to get more 
precise estimates for each stratum and by estimating more accurately each of the 
component parts; we get a better estimate of the whole. 
With this principle, the Banks selected for Case Study are as under: 
1) Bank of Baroda - Public Sector Bank 
2) I C I C I Bank - Private Sector Bank 
3) Standard Chartered Bank - Foreign Bank 
The Bank of Baroda having selected, recently as a part of implementation of Business-
driven HR Policy is found to have evolved the HR Mission Statement: ""Creating 
Competence and Passion for Business Excellence" which is reflective of Bank's 
commitment to its people. Moreover, this is the only public sector bank which 
incidentally happens to have got maximum overseas presence, and is known as India's 
International Bank. Similarly, I C I C I Bank selected under private sector category found 
to have overseas bent and Standard Chartered Bank under foreign banks category 
selected is one of the oldest and the only largest foreign origin bank in India representing 
about 100 nationalities worldwide and also as experienced it is more common and 
prominent amongst the Indian masses. 
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4.4.3.2. Method of Data Collection 
As per laid down objectives, both the primary and secondary sources were utilized to 
collect the necessary quantitative and qualitative data for the selected banks. The primary 
data and information were collected by holding discussions and filling in the 
questionnaire by clerical and all categories of officers, functional and departmental heads 
heading the departments at their Head Office/ local Head Offices or Zonal/ Regional 
Offices depending upon their organizational structure. The filled-in Questionnaires were 
also collected by post from the employees working at their distant branches/ offices of the 
respective banks. 
In-depth study of selected banks have also been made through scanning the secondary 
sources available on profile, from their respective Armual Financial Reports, Training 
Institutes/ Colleges, Banks' In-House Magazines, IB A Monthly Bulletins, RBTs Annual 
Reports, RBI's Monthly Bulletins, RBI's Hand Book of Statistics, RBI's various other 
Publications, State Finances - A Study of Budgets of RBI, Money & Banking - CMIF, 
Publication, Online Data from Internet, Bank's respective Union Offices, etc. And for 
discussion of financial key results, we have concentrated on the financial data of the 
respective banks for the year, 2006. 
4.4.3.3. Questionnaire Design 
In order to collect the necessary primary data, a structured Questionnaire on 5-Point Scale 
(5 - Strongly Agree, 4 - Agree, 3 - Neither Agree Nor Disagree, 2 - Disagree and 1 -
Strongly Disagree) consisting of 33 questions based on specific objectives of the Study 
apart from 4 questions on profile of the responding employees, was designed. Before 
finalizing the Questionnaire, it was pilot tested. The questions Validity and Reliabilit> 
were tested and wherever changes were necessary, it was made; and finding the questions 
satisfying in all respect, it was finalized to be administered. 
The questions were covered on 10 broad HR and HR related areas apart from 4 questions 
on personal details of the respondents. These 10 areas are 1- performance appraisal 
system, 8- HR functions (2 to 9) and 1- working results of banks (10) and the number oi" 
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questions having grouped according to areas are given as under. 
1. Performance Appraisal System (questions 1-5 = 5) 
2. Counseling and Career Development (questions 6-8 = 3) 
3. Administrative and Operational Control (questions 9-10 = 2) 
4. Recruitments/ Selection (questions 11-13 = 3) 
5. Trainings/Job enlargement (questions 14-19 = 6) 
6. Promotions/ Elevations (questions 20-22 = 3) 
7. Transfers/ Placements (questions 23 -24 = 2) 
8. Rewards/ Benefits (questions 25 - 26 = 2) 
9. Punishments (question 27 = 1) 
10. Working Environment leading to Working Results/ Performance in Bank/s 
(questions 28- 33 = 6) 
4.4.3.4. Questionnaire Administration 
The Questionnaire was administered amongst the target group of 600 employees, 200 for 
each selected bank, viz; Bank of Baroda, ICICI Bank and Standard Chartered Bank, 
based on the following justifications. 
4.4.3.5. Scliedule of Primary Data Collection 
Looking at the nature of study unit (the banks) which is decentralized and spread over 
every nook and comer, its business activities, limitations on the part of staff in sharing 
the information, limitation on accessibility of data, etc., it was realized that gaining 
access to and getting the Questionnaire filled-in or receiving back the completed 
Questionnaire from ''the number of employees if drawn as a proportionate sample size of 
huge population size of respective 3 Banks', will be extremely difficult. It was therefore, 
decided to interview/ send the Questioimaire to 200 total employees (clerical & all 
categories of officers) of each bank which was considered to be reasonably good, and if 
we are able to receive back 40 to 50% of them, it would be a good estimate and we can 
carry out our study as it can serve our purpose. Sometimes the sample is selected even if 
this makes a sample less than fully representative, to serve a specific purpose fKothari, 
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2000]. With this in view. 100 Questionnaires were mailed to each Bank's distant 
branches/ offices and another 100 Questionnaires each were reserved for personal 
interviews. The responses collected through personal interviews were significant, 
however, the responses received by post was either negligent in number or they were not 
useable at all, despite reminding them repeatedly and requesting them to send the data 
with accuracy. Their details of the responses received are as under: 
Sr. No. 
1. 
2. 
3. 
Name of Banks 
Bank of Baroda 
I C I C I 
Stndrd. Chartered 
T O T A L 
No. of 
Questionnaires 
for each bank 
200 
200 
200 
600 
Filled-in 
Questionnaires 
collected or 
recvd. by post 
133 
102 
87 
322 
Filled-in 
Questionnaires 
Useable 
119 (59.5%) 
91 (45.5%) 
79 (39.5%) 
289 (48.7%) 
While interviewing the employees, every effort was made to build a rapport with them. 
They were made to believe that the proposed study was an academic exercise and had 
nothing to do with their internal affairs or with any external agency. They were also 
assured of its confidentiality. However, still no employee was willing to provide the 
information/ his or her opinion in its very first attempt. 
4.4.3.6. Validity and Reliability of Questions and Data 
As per Cronbach (1971) and Nunnally (1978), measures of all the variables are supposed 
to have validity and reliability to draw valid inferences from the research. 
Validity-
The validity of a measurement instrument concerns how well it measures what it is 
supposed to measure, as per Rosenthal & Rosnow (1984). In the present study, the 
content validity of each question in our draft Questionnaire was measured by inviting & 
recording the expert opinions of Banking Specialists and the Experts from HR field, in 
order to ascertain their validity before it goes to the target group of respondents. Keeping 
into account their valid and valuable suggestions, only those questions were retained 
which were easy to understand and communicate the exact meanings to the respondents. 
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Wherever it was realized that the questions are not properly worded or the language used 
is complex, it was redrafted in easy language to avoid any confusion and without 
distorting the essence of the question. All possible misgivings were kept away so that 
every information/ data we receive from the respondents is valid, and therefore our 
questions have the Validity. 
Reliability-
Reliability is defined as the proportion of the variability in the responses to the survey 
that is the result of differences in the respondents and it concerns itself with how 
consistently similar measures produce similar results. The answers to a reliable surve> 
will differ because respondents have different opinions, not because the survey is 
confusing or it has multiple interpretations. Reliability Analysis therefore, reflects the 
consistency of a set of scale items in measuring a particular concept. Reliability 
measurement is important in our instant study to check the internal consistency of all the 
items/ questions concerning the effects of Performance Appraisal System on functional 
variables (HR functions) and their resulting impact on the Performance/ Working Results 
of the Banks. Cronbach's alpha is a measure of reliability. Its computation is based on the 
number of items on the survey and the ratio of the average inter-item covariance to the 
average item variance. Under the assumption that the item variances are all equal, this 
ratio simplifies to the average inter-item correlation and the result is known as Reliabilit> 
Analysis - Scale (Alpha). For this reason, Cronbach's Alpha (a) has been computed for 
the data of set of 33 questions of our Questionnaire using SPSS (Statistical Package for 
Social Sciences) Reliability program. It has been computed as 0.8417, 0.8461, 0.8414 and 
0.8471 for the Question Nos. 5 (absence of performance appraisal for workmen leaves 
them uncovered under banks' organization-wide performance culture), 21 (all promotions 
should be seniority based alone), 26 (capital rewards to high performers is not a 
demotivating factor for non-performers) and 27 (there should be a severe punishment for 
lapses/ irregularities) respectively, and for the remaining 29 Questions also it comes to 
0.8218 and more. We have also checked the linearity and normality of the Questionnaire. 
Reliability Coefficients are: 
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NofCases = 289 N of Items = 33 
Alpha (a) = 0.8363, which is more than the acceptable level of 70%. 
The widely accepted social science cut off for Cronbach's alpha is that alpha should be 
0.70 or higher for a set of items to be considered a scale as per Hair et al (1998). When 
alpha is 0.70, the standard error of measurement is over half (0.55) a standard deviation. 
Kehoe (1995) suggests that an alpha value of at least 0.50 should be achieved for 
accepting the items "as is" within a dimension, as long as they are within a short 
instrument. There does not seem to be a consistent opinion on the value of Cronbach's 
alpha for scale reliability. An alpha of 0.50 or above is considered by Bowling (1997) as 
an indication of good internal consistency, whereas an alpha of 0.70 or above is 
considered satisfactory by Howitt and Cramer (2003). 
4.4.3.7. Data Analysis Procedure 
The primary data collected which were collated and verified for reliability test, were 
processed and presented in order to make them suitable for the purpose of analysis work. 
For the purpose of data analysis, we have used SPSS software, version 11. 
As the specific objectives of the research are to study the banks' existing HR system - the 
Performance Appraisal, its relationships with HR functions and to investigate 
individually the subsequent effect of these HR functions on the Working Results of 
banks, the set of total 33 questions based on 10 broader HR areas and grouped according 
to areas under the ''Questionnaire Design''' as above, has been further classified as under 
defining the Variables and Hypotheses for the purpose of analysis. 
Serial 
Number 
I. 
2. 
3. 
Variables (independent, intermediating 
and dependent) and Null Hypotheses (Ho) 
Performance Appraisal System (PAS) 
HO-1: Relationship between (PAS) and, 
Counseling and Career Development (CCD) 
HO-2: Relationship between (PAS) and. 
Set of Questions (Q) 
Q 1 - Q 5 
(Ql -Q5)&(Q6-08) 
(Q1-Q5)&(Q9^Q10) 
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4. 
5. 
6. 
7. 
8. 
9. 
10. 
11. 
12. 
13. 
14. 
15. 
16. 
17. 
18. 
Administrative and Operational Control 
(AOC) 
HO-3: Relationship between (PAS) and 
Recruitments/ Selection (R/S) 
HO-4: Relationship between (PAS) and 
Trainings/ Job Enlargement (T/JE) 
HO-5: Relationship between (PAS) and 
Promotions/ Elevation (P/E) 
HO-6: Relationship between (PAS) and 
Transfers/ Placement (T/P) 
HO-7: Relationship between (PAS) and 
Rewards/ Benefits (R/B) 
HO-8: Relationship between (PAS) and 
Punishments (P) 
Performance/ Working Result of banks 
(WR) 
HO-9: Effects of CCD on WR 
HO-10, Effects of AOC on WR 
HO-11, Effects of R/S on WR 
HO-12, Effects of T/JE on WR 
HO-13, Effects of P/E on WR 
HO-14, Effects of T/P on WR 
HO-15, Effects of R/B on WR 
HO-16, Effects of P on WR 
1 
(Q1-Q5)&(Q11 -Q13) 
(Q1-Q5)&(Q14-Q19) 
1 
1 
(Q1-Q5)«&(Q20-Q22) 
(Q1-Q5)&(Q23-Q24) 
(Q1-Q5)&(Q25-Q26) 
(Q1-Q5)&Q27 
Q28-Q33 
(Q6-Q8) & (Q28-Q33) 
(Q9-Q10)&(Q28-Q33) 
(Q11-Q13)«S:(Q28-Q33) 
(Q14-Q19)«&(Q28-Q33) 
(Q20-Q22)&(Q28-Q33) 
(Q23-Q24)&(Q28-Q33) 
(Q25-Q26)&(Q28-Q33) 
Q27«S:(Q28-Q33) 
After computing the variables at 95% confidence level, the ordinal data has been 
converted into scalar data and analyzed using T-test to test the level of significance and 
Pearson's 2-tailed Bivariate Correlation Coefficient to work out the relationships between 
the Performance Appraisal System (Independent Variable) and various HR functions 
(Intermediating Variables) and also to find out the subsequent effects of these HR 
functions on the Working Results of banks (Dependent Variable). And then testing the 
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chance the observed correlation is significantly different from zero correlation, in a 
positive or negative direction. That is, a 2-tailed test tests the absolute magnitude of tiie 
correlation. Pearson Correlation Coefficients assume that the data are normal 1> 
distributed; we checked this assumption for our data. The Pearson Correlation Coefficient 
is a measure of linear association between the two variables, and the values of the 
Correlation Coefficient range from -1 to +1. 
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A Profile of the Bank 
5.1. History of Bank 
Baroda was one of the large princely states in western India founded by Gaekward, a 
Maratha chieftain, in the latter part of the eighteenth century in the wake of the collapse 
of the central Mughal rule. In 1908, Baroda had a very progressive and enlightened ruler. 
Maharaja Sayajirao Gaekward III, whose foresight was instrumental in the founding of 
the bank on 20'^ July, 1908 with a paid up capital of Rs.lO lacs at a time when the rising 
tempo of commercial and industrial enterprise fostered new demands for credit. Since 
then bank has traversed an eventful and successful journey of 100 years. The bank took 
over the state treasury functions and was an amalgam of joint private and state enterprise 
headed by leading industrialists through most of its existence prior to nationalization in 
1969. As on 31^' Mar; 2006, Bank of Baroda has a network of 2743 branches including 
39 overseas branches spread over 20 countries across 4 continents. The Bank's overseas 
experience spans over 50 years and its own branch network covers all major financial 
centers of the world like London, Brussels, New York, Bahmas and Dubai besides 
Sultanate of Oman, South Africa, Mauritius, Seychelles and Fiji Islands. The Bank's 
overseas subsidiaries are located at Hong Kong, Kenya, Uganda, Botswana. Tanzania and 
Guyana. Besides, the Bank's Representative Offices are located in China, Malaysia and 
Thailand. In mid-eighties, the Bank diversified into areas of merchant banking, housing 
finance, credit cards and mutual funds. In 1995, the Bank raised Rs. 300 crore through a 
Bond issue. In 1996, the Bank tapped the capital market with an IPO of Rs. 850 crore. 
The Bank took the lead in shifting from manual operating systems to a computerized 
work environment. Today, the Bank has 1918 computerized branches, covering 70% of 
its network and 91.64% of its business. A core banking solution has finally been roiled 
out in over 1,000 branches and another 1,000 are underway. It gives high priority to 
quality service. In its quest for quality, the Bank has secured the ISO certification for 525 
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branches and offices including 47 specialized branches. Bank's StatY College at 
Ahmedabad , all the Training Centers at different locations. Central Audit & Inspection 
Division, all Zonal Inspection Centers, Inter-Branch Operations/ HO Demand Drafts 
Department are also ISO certified. 
[Source: Finance & Investment Guide, URL.www.bankojharodu.corn and Director's 
Report, 2006.] 
It stepped into its lOO"' year on 20"^  July, 2007, and they thank each and every one of 
their customers over generations for being with them. It has been a long journey. The\ 
have moved from a Local Bank to an International Bank; from traditional products to a 
mix of banking and financial products; from limited banking hours to flexible 12-hour 
and 24-hour banking and to Anytime Anywhere banking. They have continued the 
tradition of innovations and set up Retail & SME Loan Factories and a Gen-Next Branch. 
Even while embracing high technology for enhanced customer convenience. the> 
continue with their commitment to deliver warm and caring service. Their passion to 
serve the two faces of India has helped them forge long-lasting relationships along the 
way. And a century from now, together they can set new benchmarks for abiding 
relationships. 
[Source: The Times of India, New Delhi, July 20, 2007]. 
5.2. The Early Years of Bank 
The bank's operations for its first forty years, before the state was merged with Bombay 
in 1948, were largely regional in the Gujarat area. The bank successfully weathered the 
crisis of 1913. when several Indian banks collapsed, but the repression years from 1929 
to 1933 were very severe, and deposits, reserves, and advances declined. In the 1940s, the 
bank initiated a modest beginning in the foreign exchange business, which previously had 
been largely a closed preserve of British exchange banks. This formed a solid foundation 
on which the bank achieved great heights later. The bank remained a traders" rather than 
an industrialists" bank until the early 1950s. After the merger of the state of Baroda into 
the Indian Union in 1948, the progress of the bank in quantitative and qualitative terms 
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, '^^^^ 
was much more responsive. Unlike many other commercfef/anks, the Bank of Barlda 
i>jA««. •*•. .-— * f 
was not controlled by any business group but had links wiifeme private corporateJ^^Jar. 
Dexelopments of early 1950s that affected the Bank of Barod^'j^^tJlSjiatjiu^i^lJi^n of 
life insurance, the Imperial Bank, and the enactment of a new company law rfri956. The 
bank launched an ambitious program of branch expansion between 1953 and 1958; a 
more significant development was the beginning of the bank's overseas operations in 
East Africa. Retaining its separate identity when other banks in former princely states 
became the state bank's subsidiaries was a unique achievement. Branches expanded, and 
schemes were introduced to help small scale industries and the agricultural export sector. 
The bank was a pioneer in financing deferred payment exports, and in 1974 it financed 
nearly 10 percent of the nafion's total exports. The most notable and pioneering among 
the assistance programs for the organized sector undertaken by the bank in 1970s was 
related to providing merchant banking. The success of the Brussels branch encouraged 
the entry into major money markets- New York and Bahrain. The operations in the 
Persian Gulf countries were strengthened by the establishment of eight more offices in 
the United Arab Emirates and Oman. The bank also opened an offshore banking unit at 
Nassau. With 60 branches in 13 countries, the bank continued to occupy the leading place 
in international operations and launched the "whole village approach" program. 
Nationalization resulted in mass branch expansion in rural and semi-urban areas, and 
bank deposits increased greatly (Tripathi and Mishra, 1985). While international 
expansion had been centrestage, the local focus had not been neglected. In the year 1963. 
for instance, came a series of acquisitions - first Hind Bank was brought into its fold. 
Next New Citizen's bank was acquired. Both acquisitions not only increased the bank's 
asset base, but also expanded its reach within the country. 
5.3. Bank's Philosophy on Code of Corporate Governance 
The bank shall continue its endeavor to enhance its shareholders' value by protecting 
their interest by ensuring performance at all levels, and maximizing returns with minimal 
use of resources in its pursuit of excellence in corporate life. The Bank shall comply with 
not only the statutory requirements, but also voluntarily formulate and adhere to a set ol~ 
strong Corporate Governance practices. The Bank shall strive hard to best serve the 
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interests of its stakeholders including shareholders, customers. Government and society at 
large. Bank's commitment to strong values and business ethics, coupled with its article of 
faith to augment shareholder value, is at the core of its corporate governance policy. The 
Bank believes that good governance is not just rule driven, but involves voluntary 
adoption of international best practices. This is done in the bank through ensuring 
compliance of all statutory and regulatory requirements, transparency in corporate 
disclosures, high quality of accounting practices and adhering to the best level of business 
ethics. 
{Source: Report on Bank's Corporate Governance, 2005-06 & CMD's speech in AGM. 
2006). 
5.4. Bank's Performance under Key Financial Indicators 
The Bank's performance during the year ended March, 2006 under Key Financial 
Indicators, is as under: 
Key Financial Indicators 
Sr. No. 
1. 
2. 
J . 
4. 
5. 
6. 
7. 
Particulars 
Employees (Number) 
Branches (No. in India) 
Total Deposits (in cr.) 
Total Advances (in cr.) 
Total Business (in cr.) 
Total Net profit (in cr.) 
Business per employees (in lacs) 
March, 2006 
38,774 
2,704 
93,662 
59,912 
153,574 
904.69 
396.07 
The Bank has entered into MOU with various entities like EXIM Bank, SIDBl, IDFC. 
Power Finance Corporation for co-financing of projects in India and abroad. The Bank 
also signed up with SMERA (SME Rating Agency of India Ltd;) for rating SME units 
and CRISIL for rating of SSI units under "NSICCRISIL Performance and Credit Rating 
Scheme". 
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5.5. Staff Strength 
The category- wise position of staff of Bank for the year ended Mar; 2006 is as under: 
Staff Officers 
12345 
Clerks 
18231 
Sub-Staff 
8198 
Total 
38774 
Business per 
employee 
(in lacs)* 
396.07 
•calculated on total outstanding at the end of the year 
5.6. Branch Network 
The Bank's branch network as on 31" March, 2006 is as under: 
Area 
Metro 
Urban 
Semi-urban 
Rural 
Total India 
Foreign 
Branches 
493 
498 
550 
1163 
2704 
39 
% to total 
18.23 
18.42 
20.34 
43.01 
100.00 
5.7. Asset Quality Management- Key for Balance Sheet Strength 
One of the most notable features of Bank's performance is the area of NPA management. 
Through well co-ordinated and sustained efforts across the Bank, global gross NPA level 
was brought down from 7.30% in 2005 to 3.90% in 2006, a decline by 46.57%. Global 
net NPA level declined from 1.45% in the previous year to 0.87% in March, 2006. 
Asset Quality: (In 
crores) 
Advance Type (Gross) 
Loss 
Doubtful 
Sub-Standard 
Gross NPA (net of interest 
suspense) 
Standard 
Total Loan Assets 
March, 2005 
Amount 
504.40 
2386.01 
431.35 
3321.81 
42207.31 
45529.12 
% of Total 
1.11 
5.24 
0.95 
7.30 
92.70 
100.00 
March, 2006 
Amount 
402.82 
1529.69 
457.63 
2390.14 
58959.36 
61349.50 
% of Total 
0.66 
2.49 
0.75 
3.90 
96.10 
100.00 
Chapter 5 79 
Case Study of Bank ofBaroda (A Public Sector Bank) 
The sustained efforts of Bank in improving the Asset Quality and containing the NPAs 
are reflected in the rise in the share of Standard Assets from 92.70% in the previous year 
to 96.10% during 2006. The Bank's NPA coverage ratio is at a healthy level of 78.33% 
as on 31''March, 2006. 
Cash Recovery of NPAs amounted to Rs.421.75 crore and upgradation of NPA accounts 
aggregated to Rs.167.12 crore during the year. With effective credit monitoring, 
slippages could be restricted to 1.30% of the Opening Standard Advances of the year as 
against 1.96% last year. The Bank could also recover a sum of Rs. 166.79 crore from the 
prudentially written off accounts the largest amount by far in the recent years. 
5.8. Financial Results of Bank for the Year ended March, 2006 Based on 
Chairman's Statement and Director's Report 
The year 2005-06 has been a momentous year for the Bank, registering all round business 
growth and setting in motion many transformational, customer-centric and technology 
initiatives, for transforming the Bank into a "Technology-enabled Customer-centric 
Financial Services Organization". 
Performance and Financial Highlights: 
• Total Business (Deposits + Advances) increased from Rs. 1,24,734 crore to 
Rs. 1,53,574 crore- Growth by 23.12%. 
• Deposits up by 15.16%, reaching Rs.93,662 crore. 
• Savings Banks deposits grew by 19.25%. 
• Share of low cost deposits in the total domestic deposits improved to 42.13%. 
• Advances up by 38.05%, reaching Rs.59,912 crore. 
• Retail credit posted a robust growth of 53.21% - constituting 18.92% of Total 
Domestic Credit against 16.96% last year. 
• Credit to agro sector recorded an impressive growth of 50.14% during the year. 
• Advances to SSI sector showed a good growth of 26.61%, while credit to SME 
sector registered a growth rate of 30%. 
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• Credit-Deposit Ratio stood at 67.15% against 55.82%. 
• Gross Profit and Net Profit were Rs.2,031.85 crore and Rs,826.96 crore 
respectively. Net Profit registered a growth of 22.18% over previous year. 
• Net Interest Margin (NIM) was at a healthy level of 3.31 %. 
• Gross NPA of the Bank declined to 3.90% from 7.30% last year. 
• Net NPA to Net Advances declined to 0.87% from 1.45% last year. 
• Capital Adequacy Ratio (CAR) improved from 12.61% to 13.65%. 
• Net Worth improved from Rs.5,391.00 crore to Rs.7.619.73 crore- a rise of 
41.34%. 
• Earning per share (EPS) improved from Rs.23.08 in 2004-05 to Rs.27.10 in 2005-
06. 
• Book Value improved from Rs. 183.83 to Rs.209.18. 
• Business Per Employee moved up from Rs.316 lacs last year to Rs.396 lacs. 
5.9. Technology Initiatives 
The Bank has given big push to the transformational and technology initiatives b\ 
signing up Hewlett Packard (HP) as System Integrator and Technology Partner for roll 
out of Core Banking Solution and other technology applications. It could roll out Core 
Banking in 126 branches till March, 2006 and planned to cover 900 branches including 
some overseas branches during the year 2006-07. The solution will integrate and 
interface with many applications like Risk Management, Anti-Money Laundering. 
Treasury, Mutual Funds, Credit Cards, Online Trading, HRMS, Employee Pay Roll, etc; 
besides all e-delivery channels like ATMs, Telebanking, Mobile Banking and Internet 
Banking. Another important landmark was commissioning of Bank's own State-of-the-
Art Global Data Center at Mumbai, which facilitated implementation of Core Banking 
Solution and interconnectivity of 1200 branches in India. The year also saw significant 
expanding of interconnected ATM network across the country- 170 to 664, with a view to 
provide Anytime Anywhere Banking to the customers. 
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5.10. Customer- Centric Initiatives 
The year saw launching a series of pioneering customer-cenlric initiatives: 
• 8 a.m. to 8 p.m. banking at over 510 branches including a few 11 a.m. to 8 p.m 
branches in commercial and market areas. 
• 24-hour human banking at 9 select branches. 
• Happy Hour Banking at over 50 branches. 
5.11. Marketing Initiatives 
5.11.1. Launching of New Products and Services 
To cater the needs of various customer segments, the Bank launched many new products 
and services during the year: 
• Multicity Cheque Facility. 
• Zero Balance Savings Account. 
• 'Nagarik Bachat Khata'- No frills SB Account. 
• International Money Transfer Services in association with Western Union and 
TimesofMoney.com. 
• Baroda Rural Internet Kiosk Finance Scheme. 
With a view to provide larger choice of financial products and services to the customers 
and also with a view to generating additional revenue to the Bank, the Bank entered into 
tie-ups with different entities for distribution of third party products: 
• UTI Mutual Fund. 
• Birla Mutual Funds. 
• "Baroda Health" - Mediclaim Policies - of National Insurance Co. Ltd. 
• Life Policies of HDFC Life. 
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5.11.2. Project Parivartan- A Business Transformational Programme 
The Bank commissioned the services of a world class consultancy firm - to help 
implement its Strategic Vision 2010. Under Troject Parivartan", a Business 
Transformation Programme is being implemented to capitalize on various initiatives 
already taken by the Bank and help achieve the Bank's aspirations. The project has 
identified 18 specific strategic priorities for the Bank across the Urban Retail, SMH. 
Wholesale and Rural/Agri. Businesses. 
5.11.3. Retail Banking - The New Growth Engine 
In the first leg, 'Project Parivartan' is focusing on Urban Retail Pilot in Mumbai. 
delivered by dedicated retail team and supported by technology-enabled simplified 
processes, modeled on Assembly Line Principles. The new retail loan factory has till date 
been implemented at Ahmedabad, Delhi and Bangalore besides Mumbai. The model will 
cover in all 20 centers in the country, including Tier-II cities, during 2006-07. giving a 
big boost to the retail base of the Bank. Yet another initiative in the retail domain was 
launched in the form of dedicated retail loan boutiques-'Baroda MoneyPlex'- and a chain 
of 114 such boutiques was made operational during the year. 
5.12. Social Initiatives 
5.12.1. Serving the Two Faces of India: Bank's Finance to Rural Sector 
The Bank, apart from being an international, a very modern and technologically advance 
in its approach, it has not forgotten the very reason of banks' nationalization and the 
purpose of banking in rural India. The Bank has 1163 rural branches out of total 2704 
branches constituting 43.01%, reaching to rural masses. With the advantage of a large 
branch network in the rural hinterland of the country, the Bank believes that it has a dut\ 
and an obligation to serve both the faces of India, with equal aplomb - one that is 
modern, urbane with rising incomes and the other, deprived and denied of opportunities. 
Towards this. Bank is also positioning itself as a "MULTI-SPECIALISI BANK"- to 
serve the retail sector, the SME segment, the mid-corporate and corporate sector, the 
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infrastructural sector and the rural/ agri. businesses, with improved processes, 
engagement of people, deployment of technology and new business and delivery models 
put in place. The Bank this year has already posted impressive growth of 50% in agro 
credit, its growth rate of SSI and SME advances was also outstanding - at 26% and 30% 
respectively. Bank's Priority Sector advances constituted 40.39% of Net Bank Credit. 
Besides credit to these sectors, the Bank participates in a number of rural-focused 
development programmes. It is active as a Lead Bank in 41 districts across the states of 
Gujarat, Rajasthan, Uttar Pradesh, Uttarranchal, Madhya Pradesh and Bihar. The Bank is 
also the Convenor of State Level Bankers Committee in 2 states in Uttar Pradesh and 
Rajasthan. 
With this in view, the Bank has set up 7 Rural Development and Self-Employment 
Training Institutes known as "Baroda Swarozgar Vikas Sansthan (BSVS)'" across the 
States of Gujarat, Rajasthan, Uttar Pradesh and Maharashtra to train and equip the 
unemployed youth and women entrepreneurs to take up self employment and become 
economically independent. As many as 3,669 rural unemployed youth have been 
imparted skill development training through 168 training programmes, to equip them to 
be self-employed. As part of its commitment to the society, the Bank has been funding 
various philanthropic and social sector activities. During the year 2005-06, a sum of 
Rs.82.08 lacs was donated by the Bank for sectoral activities like education, health, 
culture etc. 
5.13. HR Initiatives 
Human Resources - Most Valuable of all Assets 
The Bank considers its human resources as the most valuable of all assets, with potential 
for continuous appreciation in value. Through strategic human resource systems and 
practices, the Bank is striving to build desired functional, behavioral, managerial and 
leadership competencies and create passion in PEOPLE so as to enable them to achieve 
business excellence through collective endeavors. As a part of implementation of 
Business-driven HR Policy, the evolvement of HR Mission Statement: "Creating 
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Competence and Passion for Business Excellence" is reflective of the Bank's 
commitment to its people. 
The Strategic HR Business Model adopted by Bank incorporates its HR Mission and 
Philosophy and is focused towards attainment of long-term organizational goals. 
A very strong Organizational Leadership at different levels forms the key link in the 
Model, and they are: 
* Strategic Leadership - Corporate level 
* Business Leadership - Zonal and Regional levels 
* Operational Leadership - Business unit level i.e. Branch 
The two vital Human Resource Sub-Systems i.e. HR Planning & Management Sub-
System and Competency Based HRD Sub-System shape the very crucial Performance 
Environment within the Bank which facilitates development of enabling capabilities of 
people. Through proper developmental inputs. Positive Attitude & Right Mindset is 
created among people. 
[Source: HR Business Model- Internet]. 
In the ongoing Business Transformation Programme, the people play a vital role and are 
one of the key business enablers. Under its plan of organizational transformation through 
people, processes and technology, the Bank has launched a series of innovative 
employee-centric initiatives and has undertaken revamp of key systems, policies and 
practices, for promoting and nurturing employee engagement towards serving the 
customers and contributing to Bank's growth. Many of these initiatives are perhaps the 
first of their kind in the banking industry. These initiatives include. 'HR Blueprint for 
Business Driven HR Reforms'. A Board approved Strategy Document in HRD outlining 
various organization-wide HR Reforms/ Interventions has been adopted for 
implementation. 
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Major HR Initiatives [Source: MR Initiatives- Internet] taken by the Bank are therefore: 
5.13.1. HR Steering Committee 
A Board level HR Committee is formed for piloting HR initiatives and reforms. The 
Committee comprises of Directors and leading professionals as Experts from outside the 
Bank. 
5.13.2. New Group HR Structure 
A new Group HR Organizational Structure has been conceptualized and is being put in 
place to take care of the strategic business - HR needs of the organization. The Structure 
will have balanced focus on HRM and HRD aspects and will put in place competency 
based HR Systems and Practices. It is an integral part of the HR Transformation Model. 
5.13.3. Human Resource Management System (HRMS) and Employee Pay 
Roll System 
The Bank is implementing a Single Web-enabled HRMS solution named 'HRNes' & 
Employee Pay Roll System for its global operations. This will bring greater efficienc\ 
and convenience in HR operations and would provide better delivery of HR services. The 
System christened as HRMS-HR Network for Employee Services provides man> 
functionalities buih on work flows and integrates employees self service and i-learning. 
5.13.4. Khoj - The Organization-wide Talent Identification and Development 
Programme for Officers and Clerical Staff 
Under this initiative, employees with high potential, selected through scientific process of 
identification, will be deployed in key business areas. These employees will be provided 
with suitable grooming and career growth opportunities. 
Chapter 5 86 
Case Study of Bank ofBaroda (A Public Sector Bank) 
5.13.5. Sampark- SOS Employee Helpline 
SOS Employee Helpline has been set up through which employees who are in distress 
can directly approach the Bank's CMD for immediate relief. Matters requiring urgent 
attention like life and death issues, medical emergency, overwhelming circumstances in 
personal life of employees, hardships due to natural calamities etc. are dealt on priorit\ 
and relief wherever required are provided without any delay. 
5.13.6. Paramarsh - Employee Counseling Centre 
The Bank has set up an Employee Counseling Centre for providing psychological 
assistance and guidance to employees to enable them to overcome any stress. 
complexities, conflicts in their personal lives and lead a better social and work life. It 
works on the principle of neutrality and confidentiality. The first such center has been set 
up at Mumbai where services of a professional Clinical Psychologist are available and the 
Bank is in the process of setting up such centers at other places for the benefit of its 
employees. 
5.13.7. HR Resourcing Policy 
A new HR Resourcing Policy has been formulated to take care of various recruitment 
needs of the Bank consequent upon abolition of the erstwhile Banking Service 
Recruitment Board (BSRB). 
5.13.8. Performance Appraisal System for Clerical and Sub-Staff 
With the objective of promoting organization-wide performance culture, hitherto 
uncovered employees in the Clerical and Sub-Staff cadre have been brought in under a 
new performance appraisal system. 
5.13.9. Recruitment of Specialist Officers and B-School Graduates 
To take care of Bank's requirement in different specialized areas like IT. Treasury. HR. 
Marketing & Sales, Credit etc., a good number of officers are being recruited through 
Chapter 5 87 
A 
Case Study of Bank ofBaroda (A Public Sector Bank) 
open recruitment and from B-School Campuses. 
5.13.10. A New Induction-Cum-Grooming Programme for Young Officers 
With the objective of developing future managers and leaders and for deployment in ke 
areas, a re-vamped Officers' Induction-Cum-Grooming Programme has been 
implemented which focus on balanced development of business and managerial 
perspective. 
5.13.11. External Training and Overseas Training for Executives/Officers 
The Bank makes extensive use of external training resources of reputed Management 
Institutes and Training Institutions in India and abroad, with a view to provide specialized 
training in newer areas of skills as also to provide wider exposure to executives and 
officers. During the year, 512 executives/ officers were deputed for external training 
programmes in different functional, managerial and behavioral areas. A specially 
structured Leadership Development Programme for the Bank's top management was 
conducted during the year at Management Development Institute, Gurgaon. with focus on 
action planning for achieving the goals under the Bank's Vision-2010. 
5.13.12. Baroda Leadership Development Centre 
Board has taken the decision to set up a World-Class Leadership Development Centre, to 
groom and prepare future leaders for the Bank. 
Only recently, a HR consulting firm Right Grow Talent was roped in to train 300 senior 
executives over a period of 18 months, as part of a succession planning initiative, fhere 
has been a good initial response to the course. Everyone is excited. They are now creating 
HR processes in line with the bank's strategies. These managers will soon take up 
projects undertaken by the company. Internally, another 10,000 staffers are being trained 
to boost up the marketing front. Many will take to the field; others will serve on the front 
office. The front office itself is changing. The Bank has roped in consultancy firm 
McKinsey sometime ago to restructure the organization. 
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5.13.13. MEP-Tikshna 
The specially designed programme. Management Education Programme for Hxecutixes 
(GMs, DGMs, AGMs, CMs) in association with top B-Schools like IIM- Ahmedabad and 
Management Development Institute, Gurgaon, is aimed at development of strategic 
business leaders for the future. 
5.13.14. HR Policy for Overseas Selection and Development 
There is more scientific and process orientation in the new revamped policy for selection 
and deployment of officers at the Bank's overseas territories. 
5.13.15. Fast Track Career Growth Opportunities for Executives and Officers 
In order to provide fast track growth opportunities to aspiring Executives and Officers. 
Promotional opportunities have been provided. 
5.13.16. E - Learning 
With shrinking shelf life of technology, products and ever changing business scenario in 
the dynamic and highly competitive environment, training in the present form oi" 
classroom teaching alone would not be sufficient. Therefore, the Bank, as a part of its 
HRMS Solution, is proposing to have a web-enabled e-leaming platform. 
5.13.17. Baroda Financial Rewards for Business Leaders 
Weighted Index based Model (with pre-defined weightages for different business KRAs) 
for balanced assessment of efforts of Business Leaders (Branch Heads, Regional Heads. 
Dy. Regional Heads and Zonal Heads) is designed. The rewards are given in cash for 
achievement of business KRAs. 
The above initiatives by the Bank are a clear indication as to how they are serious about 
integrating their HR strategies with Business strategies, to deliver more competitive 
results in the competitive environment. 
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5.14. Customer Service Committee 
The Bank has put in place well-defined Customer Grievances Redressal Machiner\ 
System, where customers can approach various levels for redressal of their grievances 
The Bank ensures that customer complaints received through various sources are 
resolved within the shortest possible period. 
In order to strengthen the corporate governance structure, the Bank has set up a Standing 
Committee on Customer Service with 4 General Managers of the Bank and 4 other 
eminent public personalities as members. Bank's Executive Director is the Chairman of 
the Committee. 
Pursuant to the RBI directives, Bank has further constituted a sub-committee of Board, 
known as the "Customer Service Committee of the Board". The Committee is chaired by 
Chairman & Managing Director or in his absence, by Executive Director. 
The functions of sub-committee of board include, inter-alia, suggesting and implementing 
innovative measures for enhancing the quality of customer services and improving the 
level of satisfaction for all the categories of clientele, at all times. 
Apart from the above, the Committee is also involved in the following matters. 
• To oversee the functioning of the Standing Committee on Procedures and 
Performance Audit on Public Services and also the compliance with the 
recommendation of the Standing Committee on Customer Services. 
• To review the status of Awards remaining unimplemented for more than 3 months 
from the date of Awards and also the efficiencies in providing Banking Services 
as observed by the Banking Ombudsman therein. 
• To review the status of the number of deceased claims remaining pending/ 
outstanding for settlement beyond 15 days pertaining to deceased depositors/ 
locker hirers/ depositors of safe custody articles. 
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5.15. Banking beyond Nation's Frontiers 
The Bank has the unique distinction of largest overseas presence, in terms of its own 
branch network among all the Indian banks. Its global footprints with 39 branches cover 
20 countries across 4 continents, and its overseas experience spans over 50 years. All 
overseas branches, overseas subsidiaries and a joint venture in Zambia posted nel profits 
during the year. Overseas operations are contributing good share to the Bank's top-line 
and bottom-line - 16.08% to the Bank's global Balance Sheet and 27.88% to the Bank's 
global profit- as of March, 2006. Gross NPA and Net NPA - at 1.31% and 0.1% 
respectively - of the Bank's International Operations are comparable to the best 
International standards. 
In its quest to consolidate and strengthen its presence globally, the Bank has drawn up 
ambitious plans for expansion in many more countries- Singapore, Trinidad & Tobago 
(West Indies), Canada and New Zealand - with Singapore slated to commence business 
during the current year. Other new countries being explored include Ghana in West 
Africa, Mozambique in South-East Africa, other GCC countries like Bahrain. Qatar, etc. 
5.16. Discussion on Investigations and Observations made 
The salient points emerged out of study of the literature of Bank and investigations made 
thereof, are discussed here as under. 
Bank has performed well despite all the limitations that come with a PSU bank. 
It has a glorious history, characterized by financial prudence, professional acumen and 
strong business ethics. Throughout its history, it has managed to stay profitable every 
year. When Basel I norms came into force in the early 1990s, it was one of few Indian 
banks that posted a profit, a fidy sum of Rs.8 crore. Much of this was due to a rapid rural 
expansion that took place in Uttar Pradesh and Rajasthan in the earlier years. In 1996. 
when the disinvestment process began, this was the first PSU bank to hit the bourses. 
[Source: Corporate Milestone, Business India, July 29, 2007]. Bank's present generation 
believe that they are the gatekeepers of the Bank's unblemished past. Rooted in the 
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history, they believe that their generation has a duty and responsibility to nurture and 
nourish the values that has stood by them all these years. They also believe that they 
cannot manage today's business with yesterday's mindset, methods and strategies. Even 
as the world is changing at a break-neck speed - India can be no exception - banks have 
to change in the most visible and demonstrative manner so as to reach out to customers 
and deliver value to them. It is in this backdrop that the Bank is transforming itself. b> 
embracing technology, by adopting best global practices and by refashioning delivery 
systems. 
The Bank has entered the Centenary Year in 2007. Having taken its birth in a smaii town 
- Baroda - the Bank has, over the years, grown into a behemoth, extending its reach to 
every nook and comer of the country and transcending many national boundaries. 
Inspired by the grand vision of the founder Late Maharaja Sayajirao Gaekwad 111 of 
Baroda, they are convinced in their mind that the best way their generation can pay 
tribute to him is to architect and lay a strong foundation for creating a "Bank of the 
Future for the Next Century". Towards this, the Bank is aspiring to emerge as a 
'Financial Conglomerate' and a 'One-Stop Shop for Financial Services', delivering 
world-class banking experience to the customers. The Bank is in good shape, with strong 
fmancials. With changing times and in tune with the changing customer aspirations 
across the globe, the Bank is changing. It has set in motion a series of steps to transform 
itself into a modem, technology-enabled, customer-centric, world-class banking 
organization, meeting best global practices and standards in banking and in service 
delivery. Major innovations and initiatives in the arena of technology, banking products 
and processes, service delivery channels and human resources have been set in motion, 
with a view to providing world-class banking experience to the Bank's customers across 
the globe. In tandem with these initiatives and with a view to project a more modern and 
contemporary personality befitting the 21^' century and reflecting the modern customers" 
aspirations, the Bank pioneered a major re-branding exercise, in the PSB segment. The 
6'^  of June, 2005 was a new dawn for the Bank in many ways. This was the day the Bank 
launched its new brand identity 'THE BARODA SUN'. The new brand identity is much 
more than a cosmetic change. It is a signal that they recognize and they are prepared for 
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new business paradigms in a globalized world. At the same time, the Bank will always 
stay in touch with its heritage and enduring relationships on which the Bank is founded. 
The Bank's vision envisages transforming the Bank into a marketing-oriented 
organization, reaching out and acquiring customers and delivering both banking and 
financial services through various delivery platforms. The new strategy requires the 
setting of a new Sales Structure within the Bank. This is being progressively put in place. 
Marketing Managers, Marketing Officers and Sales Officers are deployed in all the Zones 
and Regions to aggressively drive business growth. These sales teams would work on a 
fuW time sa\es To\e. They have been le-skiWed and le-looked to become aggresswe sales 
persons and order getters. The strategy, even in its nascent stage, has begun to pay off. 
The marketing efforts have improved the Bank's ranking in the Economic Times Brand 
Equity Survey and it is now in the top 20 best service brands of the country. A popular 
business channel referred the Bank as the leader in the 12-hour banking category. The 
Bank was short-listed for re-branding awards by a Television Channel and a Professional 
Management Association. It is proposed to continue these tasks over the years so as to 
emerge as 'India's International Bank', driven by the customer, enabled by the State of 
the Art Technology and reposition itself as a dominant retail and sales Bank providing 
anytime, anywhere service delivery across nearly 2,800 customer touch points in 21 
countries. The central objective being pursued in these endeavours is to convert the 
branches from transaction processing centers into sale and service outlets. With the 
Indian industry slated to enter the phase of consolidation, the Bank is preparing to seize 
the opportunities for inorganic growth, even as they continue with traditional growth 
route. 
To meet the future competitive challenges against the backdrop of roadmap of banking 
industry beyond 2009, when they would be fully exposed to competition, banks are 
bracing themselves to be ready through adoption of newer technology, strengthening their 
capital base to become Basel-II compliant, reducing their NPAs, bringing down operating 
costs, undertaking organizational restructuring and sharpening their customer-centric 
initiatives. Emergence of a few large Indian banks through Merger and Acquisition route 
to effectively compete with large global banks may not be far off. when viewed against 
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such preparedness and positive signs from regulators. In the face of globalization for 
meeting various risks, banks are setting up robust enterprise-wide integrated risk 
management systems with high emphasis on developing risk management skills across 
the organization. Sensitizing the operating units of banks towards the integrated approach 
to risk management tools has, therefore, become essential. Thus, notwithstanding intense 
competition, the expansionary phase of the economy is expected to provide ample 
opportunities for the grov^h of banking industry. Indian banking system is increasingly 
becoming competitive and is getting integrated with global banking. Banks are in a war 
game to acquire customers. Service delivery standards are being benchmarked to global 
standards. Technology and marketing are becoming the key differentiators. 
Implementation of Basel-II norms is posing new challenges. Impaired assets are 
continuing to be a major area of concern. Banks are under increasing pressure to improve 
their profitability to meet the high operating costs and to share up the capital. In this 
endeavor, they value the patronage and continued support of their stakeholders. 
[Source: Bank ofBaroda Annual Report: 2005-06] 
The Bank has roped in consultancy firm McKinsey sometime ago to restructure the 
organization. This restructuring has led to the shifting of all SME business to locations 
where efforts on such businesses could be concentrated. It relieved individual branches, 
allowing them to focus purely on sales and services. Next, businesses that had turnover of 
above Rs.500 crore were brought under a new wholesale banking division. Here no delay 
is acceptable, and decisions are largely made on the spot. 
During the course of study, it has been observed that behind the success of Bank, there is 
a strong and dynamic leadership. This is perhaps the only Bank in India whose CEO i.e. 
the Chairman & Managing Director, Dr. Khandelwal comes from the field of HR. 
holding a Ph.D. degree in HR Management. Not only he is a Ph.D.. but a highly qualified 
executive ever any nationalized bank had, possessing in addition, the degree in Chemical 
Engineering, MBA, degree in Law, and PG Diploma in Labour Laws and Training & 
Development. During his 35 years of banking career, he held various important portfolios 
within and outside banking industry, within and outside India. He has authored/ edited 
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many books, also contributing regularly to leading professional journals. He has received 
several awards including Best HRD Chief from National HRD Network (India). Grid 
Leadership Award for Excellence in Corporate Management. He was the Chairman of the 
World HRD Congress held in Mumbai in Feb; 2006. Recently. Economic Times, a 
premier Economic daily newspaper of India has listed him as 36"' Most Powerful CEO in 
India and No.l in the list of CEOs of Indian Public Sector Banks. He has been the 
C&MD of Dena Bank before coming to Bank of Baroda. [Source: Wharton Global 
Business Forum 2006]. When Khandelwal took over the Bank in 2004, the Bank's size 
was Rs. 123,000 crore. It crossed Rs.200,000 crore with a net profit of Rs. 1,000 crore 
mark in the year 2007. The Bank jumped up a record 143 points in 2007. It should touch 
Rs.250,000 crore mark in the year, 2008. If that goes through, he will have doubled the 
business in his term which ends in March, 2008. 
[Source: Corporate Milestone, Business India, July 29, 2007]. 
It is bringing about the change in culture that is Bank's biggest task. The change started 
with a new logo, and it faced a whole lot of internal opposition. When competition started 
12-hour banking. Bank brought in 24-hour banking - manned by people at all times, in 
nine metro branches. This is despite the Bank being a public sector undertaking that 
could have faced severe opposition from the unions. There is 12-hour banking too, which 
takes place at over 500 branches across the country. 
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A Profile of the Bank 
6.1. History of ICICI 
ICICI was formed in 1955 at the initiative of the World Bank, the Government of India 
and representatives of Indian industry, and Mr. A Ramaswami Mudaliar was elected as 
the first Chairman of ICICI Limited. The objective was to create a development financial 
institution for providing medium-term and long-term project financing to Indian 
businesses. In the 1990s, ICICI transformed its business from a development financial 
institution offering only project finance to a diversified financial services group offering a 
wide variety of products and services, both directly and through a number of subsidiaries 
and affiliates like ICICI Bank. In 1999, ICICI became the first Indian company or the 
financial institution from non-Japan Asia to be listed on the NYSE. It emerged as the 
major source of foreign currency loans to Indian industry. Besides funding from the 
World Bank and other multi-lateral agencies, ICICI was also among the first Indian 
companies to raise funds from International markets during the year 1955. 
The further details about ICICI Limited year-wise are given as under: 
1956: ICICI declared its first Dividend at 3.5%. 
1958: Mr. G.L.Mehta was appointed the 2"** Chairman of ICICI Limited. 
1961: The first West German loan of DM 5 million from Kredianstalt was obtained by 
ICICI. 
1967: ICICI made its first debenture issue for Rs.6.0 cr; which was oversubscribed. 
1969: First two regional offices in Calcutta and Madras were opened. 
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1972: Second entity in India to set up merchant banking services. 
1977: It sponsored the formation of Housing Development Finance Corporation. 
Managed its first equity public issue. 
1978: Mr. James Raj appointed as the fourth Chairman. 
1979: Mr. Siddharth Mehta appointed as the fifth Chairman. 
1982: It became the first ever Indian borrower to raise European Currency Units. The 
same year, it also commenced leasing business. 
1984: Mr. S. Nadkami appointed as the sixth Chairman. 
1985: Mr. N.Vakul appointed as the seventh Chairman. 
1986: First Indian Institution to receive ADB Loans. First public issue by an Indian 
entity in the Swiss Capital Markets. 
Alongwith UTI, it sets up Credit Rating Information Services of India 
Limited (CRISIL), India's first professional credit rating agency. 
It promoted Shipping Credit and Investment Company of India Limited (SCICI). 
: It made a public issue of Swiss Franc 75 million in Switzerland, the first 
public issue by any Indian equity in the Swiss Capital Market. 
1987: It signed a loan agreement for Sterling Pound 10 million with 
Commonwealth Development Corporation (CDC), the first loan by 
CDC for financing projects in India. 
1988: It promoted TDICI - India's first venture capital company. 
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1993: It set up ICICl Securities and Finance Company Limited in joint venture with 
J.P.Morgan. 
: It set up ICICI Asset Management Company. 
1994: It set up ICICI Bank. 
1996: It became the first company in the Indian financial sector to raise GDR. 
: It announced merger with SCICI. 
: Mr. K.V.Kamath appointed its Managing Director and CEO. 
1997: It was the first intermediary to move away fi-om single prime rate to three-tier 
prime rates structure and introduced yield-curve based pricing. 
The name "The Industrial Credit and Investment Corporation of India Limited" 
was changed to "ICICI Limited". 
: It announced takeover of ITC Classic Finance. 
1998: Introduced the new logo symbolizing a common corporate identity for the ICICI 
Group. 
It announced takeover of Anagram Finance. 
1999: It launched retail finance- car loans, house loans and loans for consumer durables. 
: It became the first Indian company to list on the NYSE through an issue of 
American Depository Shares. 
2000: It became the first commercial bank from India to list its stock on NYSE. 
It announced merger with Bank of Madura. 
2001: The Boards of ICICI Limited and ICICI Bank approved their merger. 
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2002: Moodys' assigned higher than sovereign rating to it. 
: Merger of ICICI Limited, ICICI Capital Services Limited and ICICI Personal 
Financial Services Limited with ICICI Bank. 
[Source - History of ICICI 
www.icicibank.com/pfsuser/aboutus/newsroom/history/history.htm] 
6.2. Early Years of ICICI Bank 
The ICICI Bank was originally promoted in 1994 by ICICI Limited, an Indian financial 
institution, and was its wholly-owned subsidiary. The bank services its large customer 
base of more than 15.5 million customers' accounts through a multi-channel deliver) 
network of branches, ATMs, Call Centers and Internet banking (www.icicibank.com) to 
ensure that customers have access to its services at all times. ICICI Bank is India's 
second largest bank and largest private sector bank with more than 50 years of financial 
experience. It is arguably the most aggressive bank in the country and can rightfully 
claim credit for the spread of retail financing in the country. They had to overcome 
several legacy issues after the merger with ICICI. The erstwhile financial institution had 
stockpile of bad loans in its books, a result of liberal financing to large industrial projects 
like steel units in the '90s. To its credit, the bank has successfully cleaned its balance 
sheet and net bad loans as a percentage of advances have gone down significantly. 
Besides the well established corporate banking division, ICICI Bank has the largest 
market share among all banks in retail or consumer financing. Its growth rate in home 
loans exceeds more established HDFC and its total home loan portfolio would go past 
HDFC in a few years at current growth rates. 
ICICI Bank set up its international banking group in fiscal 2002 to cater to the cross 
border needs of clients and leverage on its domestic banking strengths to offer products 
internationally. ICICI Bank currently has subsidiaries in the United Kingdom, Canada 
and Russia, branches in Singapore and Bahrain and representative offices in the United 
States, China, United Arab Emirates, Bangladesh and South Africa. The bank is 
expanding rapidly in overseas markets. It has operations in the UK, Hong Kong and 
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Canada. It acquired a small bank in Russia recently. It has tie-ups with major banks in the 
US and China. The bank is aggressively targeting the NRI population for expanding its 
business. It already offers money transfer facilities to India from most major countries 
across the globe. For the overseas markets, ICICI has a unique strategy. The bank has 
successfully reduced operating costs by doing all processing and back office work in 
India. It maintains only a front office customer interface in overseas locations. These cost 
savings help the bank to offer higher rates on deposits. 
6.3. Merger of I C I C I with I C I C I Bank 
After consideration of various corporate structuring alternatives in the context of the 
emerging competitive scenario in the Indian banking industry, and the move towards 
universal banking, the managements of ICICI and ICICI Bank formed the view that the 
merger of ICICI with ICICI Bank would be the optimal strategic alternative for both 
entities, and would create the optimal legal structure for the ICICI group's universal 
banking strategy. The merger would enhance value for ICICI shareholders through the 
merged entity's access to low-cost deposits, greater opportunities for earning fee-based 
income and the ability to participate in the payments system and provide transaction-
banking services. The merger would enhance value for ICICI Bank shareholders through 
a large capital base and scale of operations, seamless access to ICICI's strong corporate 
relationships built up over five decades, entry into new business segments, higher market 
share in various business segments, particularly fee-based services, and access to vast 
talent pool of ICICI and its subsidiaries. In October, 2001, the Boards of Directors of 
ICICI and ICICI Bank approved the merger of ICICI and two of its wholly-owned retail 
finance subsidiaries, ICICI Personal Financial Services Limited and ICICI Capital 
Services Limited, with ICICI Bank. The merger was approved by shareholders of ICICI 
and ICICI Bank in January, 2002, by the High Court of Gujarat at Ahmedabad in March, 
2002, and by the High Court of Judicature at Mumbai and the Reserve Bank of India in 
April, 2002. Consequent to the merger, the ICICI group's financing and banking 
operations, both wholesale and retail, have been integrated in a single entity. The reverse 
merger of ICICI with ICICI Bank is the single biggest merger in Indian financial sector 
history. 
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6.4. Groups within I C I C I Bank 
There are following groups within the Bank. 
6.4.1. International Business Group 
The primary task of the IBG is to develop and implement the global components of 
Universal Banking strategy. The IBG has the following business teams: 
• Country Teams 
• NRI Services 
• International - Financial Institution Group 
6.4.2. Domestic Banking Group 
It comprises of 2 key groups which works closely with each other. They pursue distinct 
customer segment strategies. 
• Retail Banking Group (RBG) 
• Wholesale Banking Group (WBG) 
6.4.3. Project Finance Group 
Project finance has historically been the mainstay of I C I C I Bank's activities. The 
existing focused in the infrastructure area has developed expertise in the areas of telecom, 
power, ports, roads and urban infrastructure, which can be leveraged for funding as well 
as for government related policy advisory assignments. 
Going forward, PFG will function as a credit-product group and will take limited 
exposures in carefully selected infrastructure and large manufacturing projects structured 
to ensure easy syndication. 
• Infrastructure Projects Group 
• Manufacturing Projects Group including oil & Gas 
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• Strategy and Analytic Group 
• Technology Lines Group 
• Shipping Finance Group 
6.4.4. Special Asset Management Group 
The Special Asset Management Group (SAMP) is a group of people with specialized 
skills in managing the "stressed" assets of ICICI Bank. 
A career in the group offers the following things: 
• Diverse learning opportunities 
• Coverage of entire gamut of corporate finance 
• Credit appraisal 
• Capital structuring 
• Valuation 
• Innovative work-out strategies 
• Opportunities of interacting with internal lenders(viz. IFC, Washington, Bank of 
America, UBS) 
• Opportunities of interacting with investment bankers and consultants(viz. Jardine 
Fleming, Accenture, KPMG, E&Y) 
• A "senior management" perspective- Interactions with the top management in 
ICICI Bank as also client hiereirchy are frequent 
• A "work hard, play hard" way of life 
6.4.5. Corporate Center 
The various functional groups within corporate center, are as follows:-
• Corporate Finance 
• Risk Compliance and Audit Group (RCAG) 
• Corporate Brand and Communication Group (CBCG) 
• Legal Group (LG) 
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• Facilities Management and Administration Group (FMAG) 
• Corporate HR 
6.5. Bank's Philosophy on Code of Corporate Governance 
The Code of Business Conduct and Ethics (the "Code") has been adopted b> the Board ot 
Directors and summarizes the standards that must guide their actions. While covering a 
wide range of business practices and procedures, these standards can not and do not cover 
every issue that may arise, or every situation where ethical decisions must be made, but 
rather set forth key guiding principles that represent the Bank's policies and establish 
conditions for employment at the Bank. 
Bank is strongly committed to conducting the business affairs with honesty and integrity 
and in full compliance with all applicable laws, rules and regulations. No employee, 
officer or director of the Bank shall commit an illegal or unethical act, or instruct others 
to do so, for any reason. The Bank also disseminates information regarding compliance 
with the laws, rules and regulations that affect the Bank's business. 
Each employee, officer and director of the Bank should endeavour to deal fairly with 
customers, suppliers, competitors, the public and one another at all times and in 
accordance with ethical business practices. No one should take unfair advantage of 
anyone through manipulation, concealment, abuse of privileged information, 
misrepresentation of material facts or any other unfair dealing practice. No payment in 
any form shall be made directly or directly to or for anyone for the purpose of obtaining 
or retaining business or obtaining any other favourable action. The Bank and the 
employee, officer or director involved may be subject to disciplinary action as well as 
potential civil or criminal liability for violation of this policy. 
Any waivers (including any implicit waivers) of the provisions in this code for executive 
officers or directors may only be granted by the Board of Directors am' will be promptly 
disclosed to the Bank's shareholders. Any such waivers will also be disclosed in the 
Bank's annual report under Indian law and its annual report on Form 20-F. Any waivers 
of this code for other employees may also be granted by the Head, Corporate Legal 
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Group. Amendments to this Code must be approved by the Board of Directors and will 
also be disclosed in the Bank's annual reports. 
6.6. Advisory Council to implement Global Best Practices 
ICICI Web Trade Limited (ICICIdirect), a fully owned subsidiary of ICICI Limited 
(NYSE: IC) announced the constitution of an Advisory Council to represent the leading 
edge of change in financial services and technology communities and bring focus to the 
convergence of these disciplines. 
The Advisory Council of Bank will deliberate on best practices and global benchmarks in 
the broking industry. The Council will advise ICICIdirect on issues such as customer 
education & transparency, risk management, self-regulation, processes for internalization 
of global best practices, managing knowledge transfer, tracking trends in Information 
Technology. 
The recommendations made by the Advisory Council would be submitted as a White 
Paper to the regulators, stock exchanges and infrastructure providers to encourage 
industry-wide adoption of best practices. 
The Advisory Council comprises of leading experts from finance, technology, regulatory 
authorities, market participants and representatives of ICICI. Mr. K. V. Kamath. 
Managing Director & CEO, ICICI Limited will be the Chairman of the Council. 
[Source: Bank \s Code of Business Conduct and Ethics, from Internet] 
6.7. Bank's Performance under Key Financial Indicators 
6.7.1. Financial Results of Bank for the Year ended March, 2006 Based on 
News Release of Bank 
The ICICI Bank declared results for the fourth quarter and year ended March, 2006. 
concluding FY, 06 on a very note. On a consolidated basis, the bank's performance in 
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FT. 06 was impressive. In addition to the comfortable credit to deposit ratio, the growth 
in fee income and international business were key profit drivers. Lower NPA levels and 
sufficient capital (CAR) place the bank in comfort zone. 
Performance Review - Year ended March 31, 2006: 27% year-on-year growth in profit 
after tax. 
The Board of Directors of ICICI Bank Limited (NYSE: IBN) approved the audited Indian 
GAAP accounts of the Bank for the year ended March 31, 2006 (FY2006). 
(a) Highlights: 
Profit after tax for FY2006 increased 27% to Rs. 2,540 crore (US$ 569 million) 
from Rs. 2,005 crore (US$ 449 million) for the year ended March 31, 2005 
(FY2005). 
• Net interest income increased 48% to Rs. 4,187 crore (US$ 938 million) for 
FY2006 from Rs. 2,839 crore (US$ 636 million) for FY2005. 
Fee income increased 55% to Rs. 3,259 crore (US$ 730 million) for FY2006 from 
Rs. 2,098 crore (US$ 470 million) for FY2005. 
• Profit after tax for the quarter ended March 31, 2006 (Q4-2006) increased 29% to 
Rs. 790 crore (US$ 177 million) from Rs. 615 crore (US$ 138 million) for the 
quarter ended March 31, 2005 (Q4-2005). 
Total assets increased by 50% to Rs. 251,389 crore (US$ 56.3 billion) at March 
31, 2006 from Rs. 167,659 crore (US$ 37.6 billion) at March 31, 2005. 
Total advances increased by 60% to Rs. 146,163 crore (US$ 32.8 billion) at 
March 31,2006 from Rs. 91,405 crore (US$ 20.5 billion) at March 31. 2005. 
Deposits increased 65% to Rs. 165,083 crore (US$ 37.0 billion) at March 31. 
2006 from Rs. 99,819 crore (US$ 22.4 billion) at March 31, 2005. 
• At March 31, 2006, the Bank's net non-performing assets constituted 0.71% of 
customer assets against 2.03% at March 31, 2005. 
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(b) Dividend on Equity Shares: 
The Board has recommended a dividend of 85% for FY2006 i.e. Rs. 8.50 per equity share 
(equivalent to US$ 0.38 per ADS). The declaration and payment of dividend is subject to 
requisite approvals. 
6.7.2. Operating review 
(a) Credit growth: 
The Bank's net customer assets increased 55% to Rs. 152,049 crore (US$ 34.1 "billion) at 
March 31, 2006 compared to Rs. 97,894 crore (US$ 21.9 billion) at March 31. 2005. The 
Bank maintained its growth momentum and market leadership in the retail segment. In 
FY2006, the Bank's total retail disbursements were about Rs. 62,700 crore (US$ 14.1 
billion) including home loan disbursements of about Rs. 25,700 crore (US$ 5.8 billion). 
Retail assets constituted about 63% of advances and 61% of customer assets. The Bank is 
focusing non-fund based products and services, as well as capitalizing on opportunities 
presented by the domestic and international expansion of Indian companies. The Bank is 
also extending its reach in the small and medium enterprises segment. 
(b) Capital adequacy: 
The Bank's capital adequacy at March 31, 2006 was 13.35% (including Tier-1 capital 
adequacy of 9.20%) compared to RBl's requirement of total capital adequacy of 9.0%. 
(c) Asset quality: 
At March 31, 2006, the Bank's net non-performing assets constituted 0.71% of customer 
assets against 2.03% at March 31, 2005. The Bank's net restructured assets at March 31. 
2006 were about Rs. 5,315 crore (US$ 1.2 billion), down from about Rs. 6,263 crore 
(US$ 1.4 billion) at March 31, 2005. 
Effective the quarter ended December 31, 2005, Reserve Bank of India increased the 
requirement of general provisioning:, on standard loans (excluding loans to agriculture 
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sector and small and medium enterprises) to 0.40% compared to 0.25% applicable till 
September 30, 2005. In accordance with these guidelines the Bank has made general 
provision of Rs. 339 crore during the year ended March 31, 2006. At December 31. 2005 
the Bank had reassessed its provision requirement on performing loans and non-
performing loans on a portfolio basis and had written back an amount of Rs. 169 crore 
from its provisions against non-performing loans which were in excess of the regulatory 
requirement. 
(d) Group companies: 
The consolidated profit after tax increased 31% to Rs. 2,420 crore (US$ 542 million) in 
FY2006 from Rs. 1,852 crore (US$ 415 million) in FY2005. ICICI Securities achieved a 
profit after tax of Rs. 157 crore (US$ 35 million) in FY2006 compared to Rs. 64 crore 
(US$ 14 million) in FY2005. ICICI Securities continued to enhance its position in the 
investment banking and equity broking businesses while capitalizing on opportunities in 
the fixed income market. 
ICICI Lombard General Insurance Company (ICICI Lombard) enhanced its leadership 
position among private sector general insurance companies with a market share of 30% 
during April-February 2006. ICICI Lombard achieved a profit after lax of Rs. 50 crore 
(US$ 11 million) in FY2006 compared to Rs. 48 crore (US$ 11 million) in FY2005 
despite claims from floods in major cities and investments in the retail franchise. About 
58% of its gross written premiums comprised non-corporate business. 
ICICI Prudential Life Insurance Company (ICICI Prudential Life) continued to maintain 
its market leadership among private sector life insurance companies. Life insurance 
companies worldwide make losses in the initial years, in view of business set-up and 
customer acquisition costs in the initial years as well as reserving for actuarial liability. 
While the growing operations of ICICI Prudential Life had a negative impact of Rs. 139 
crore (US$ 31 million) on the Bank's consolidated profit after tax in FY2006 on account 
of the above reasons, the company's unaudited New Business Achieved Profit (NBAP) 
for FY2006 was Rs. 528 crore (US$ 118 million) compared to Rs. 312 crore (US$ 70 
Chapter 6 107 
Case Study oflCICI Bank (A Private Sector Bank) 
million) in FY2005. NBAP is a metric for the economic value of the new business written 
during a defined period. It is measured as the present value of all the future profits for the 
shareholders, on account of the new business based on standard assumptions of mortality, 
expenses and other parameters. Actual experience could differ based on variance from 
these assumptions especially in respect of expense overruns in the initial years. The first 
private equity fund of ICICI venture was set up in 2001. It was a time when people used 
to ask what private equity was all about, Renuka Ramnath, MD & CEO, ICICI venture, 
reminisces. At a time when many of the international private equity firms are finding it a 
problem to get good assets, ICICI venture is growing from strength to strength. Ramnath 
attributes this success to her firm's positive interaction with the client. "We have grown 
with the markets and suffered pains with corporate India", she explains. (Business India, 
July 15, 2007). ICICI v was amongst the earliest to take exposure in the real estate space. 
What differentiates ICICI v from the scores of other private equity players is the fact that 
"we can appreciate the promoters' actions and emotions behind taking initiatives," 
explains Ramnath. Unlike other private group companies, ICICI v has an added 
advantage of being part of the second largest private sector bank in the country. ICICI v 
is truly a pioneering effort and way ahead of its time. A woman of few words, Ramnath, 
however, continues to position ICICI v aggressively, in a bid to retain its leadership 
position. [Business India, July 15,2007]. 
Prudential ICICI Asset Management Company was among the top two private sector 
mutual fiinds in India at March 31, 2006 with assets under management of over Rs. 
23,500 crore (US$ 5.3 billion). 
6.8. Technology Initiatives 
It uses IT as a strategic tool in all the business operations so as to gain a competitive 
advantage. The Bank is the largest issuer of credit cards in the country. It was the first 
bank to offer a wide network of ATMs and had the largest network of ATMs till recently, 
before SBI caught up with it. 
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6.9. Customer-Centric Initiatives 
6.9.1. Bank's 'Five S' Clean up Act 
It has been very recent since the bank began implementing Five S (a managemenl 
initiative to keep the workplace in order), but compared to other quality control drivers 
like Six Sigma and ISO, which have been running for more than four years. Five S made 
a clean sweep almost immediately. 
In certain cases, such as ICICI's back office for integrated operations at Mahalaxmi 
(central Mumbai), the company claims to have saved Rs 7.5 crore (Rs 75 million) as a 
result of quality programmes in the current year. However, it was Five S that contributed 
generously, making up 50 per cent of the savings. At another location, employees confide 
that earlier document retrievals would take up to two or three days. Now even the lower 
rung employees boast of tracing documents in record time - jus t 30 seconds (naturally, it 
takes significantly more time to drum up a hard copy from the store). 
"Five S is a workplace transformation exercise. When it was implemented across the 
organization, it appeared functional with many tangible benefits," says Chanda Kochhar. 
executive director, ICICI Bank. But implementation was nowhere as easy. When ICICI 
Bank announced the initiative in December 2003. nearly 15,000 employees grudgingly 
gave up their weekends to come in to office — and clean their workplace! "Everybody 
grumbled in the beginning," recalls an employee, as we admire her impeccable 
workstation, adding "But we had no choice because the bosses themselves followed it." 
In the process, the bank freed up huge amounts of shelf space. Consider this, in the HR 
department alone, throwing out old, unwanted resumes cleared up six cupboards. At the 
central Mumbai back office, too, employees discarded their pack-rat tendencies, freeing 
about 10 per cent storage space. 
There was a direct pay-off consequently: Bank saved more than Rs 600,000 a year on 
payments to third-party warehousing companies, since records can now be stored in the 
office. Bank may be shedding excess baggage now ~ and saving money in the process --
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but it wasn't so full of good cheer even a year ago. In fact, IClCl's foray into Five S 
highlights issues that could escape the radar when companies grow at top speed as ICICI 
Bank did. 
The bank set up retail banking operations in 1994; by 2000, it had half a million retail 
bank account holders. That number skyrocketed in the next few years; at present, it has 
10 million retail bank account holders. The track record in credit cards has been equally 
awe-inspiring. ICICI Bank claims to be the number one credit card company in the 
country with 2.5 million cards issued in less than five years. In comparison, Citibank, 
which was the first to enter the Indian market for credit cards in 1990, has about 2.4 
million subscribers. As a consultant puts it, "The bank was growing furiously in the 
period 1997-2001, compromising on quality. It's only later that the focus shifted from 
market share to evaluating the share of the wallet." ICICI Bank executives accept the 
charge. Says a middle-level manager, "By chasing numbers and growing too fast we were 
losing sight of the customer". And customer grievances were increasing: from poor 
service at the branches to interminable waits for reissue of cards, the laundry list of 
complaints grew. Calls to the customer care helpline were of no use: it was not unusual to 
be put on hold for up to half an hour at a stretch. 
By end-2003, ICICI Bank officials realized they needed to take action - fast. A close 
look at global best practices that could help improve the customer experience turned up 
Five S, a Japanese concept used mainly on manufacturing shop floors around the world. 
But they soon realized that the main principles of Five S (sorting out. systematic 
arrangement, spic-n-span, standardize and self-discipline) could be easily imported into 
the services sector as well. Another advantage is that Five S could be easily followed by 
everybody - from the "peon to the president", as Sanjiv Kerkar, senior general manager. 
ICICI Bank puts it. Compare that to a statistics-dependent technique like Six Sigma, 
where all problems are broken down to mathematic terms - implementing a concept that 
requires a certain degree of capability. Says Kerkar, "The best thing about 'Five S' is that 
it is extremely simple and yet powerful. More importantly, the benefits are visible 
immediately." 
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In December 2003, ICICI Bank managers from across the country participated in a one-
day leadership programme that included not just Five S but also sessions on workplace 
improvement and change management. The aim was to help them encourage employees 
down the line to adapt to Five S. "It is not enough to just engage zonal heads and branch 
managers. If Five S has to be successful, it must be owned by the line employees." says 
Debashis Sarkar, assistant general manager, ICICI Bank. 
The bank followed up the initial sessions with pilot projects across 30 locations, 
involving 25 people at each location. The 750 employees so covered accounted for just 5 
per cent of the total workforce. It took the bank close to six months to implement Five S 
at all its offices across the country. The central Mumbai back office, which has 
successfully cleared the two levels of Five S (ICICI Bank splits Five S into just two 
levels: implementation and sustenance, and continuous improvement) and is considered a 
model case by ICICI Bank. 
Here, employees navigate their way through the workplace using colours for reference 
(orange is for cabinets, blue for workstations, mauve for vaults and pink for storage).The 
fetish for life beyond black-and-white does not stop here. Even in the dark-brown key 
hive (the keys belonging to all departments in the office are hung in a central key hive). 
each key chain is colour coded according to the department to which it belongs. Anyone 
taking a key out of the hive has to sign a register, to ensure that it can be easily tracked if 
necessary. Says Sanjay Tikotekar, deputy general manager and head. Integrated 
Operations Group (lOG), ICICI Bank, "This is as user-friendly as it can get." 
Life at the back office has become simpler after Five S. The biggest change has been in 
cataloguing. Earlier, records were filed haphazardly, strewn across cupboards and rooms. 
Now, they're neatly lined up. A colored line runs diagonally across all files. This ensures 
that the file retrieved is returned to its original place, without disturbing the sequence. 
And instead of letting files flop over, the vacant space when a file is removed is filled 
with a dummy, so that the other files remain upright. There is more science to file-
keeping. Files are now cross-referenced in alphabetic order, by date and by month -
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making retrieval far simpler. Some regional offices also offer vernacular explanations for 
Five S, making it easy for even the housekeeping boys to retrieve documents. 
Finally. 10 minutes at the end of each working day is reserved for a staff meeting, where 
employees discuss various initiatives and identify problems, and achievers are publicly 
applauded. Incidentally, for these 10 minutes, lights and computers are switched off to 
save power. Five S is an entirely people-driven initiative and ICICI Bank hasn't been 
slow in recognizing that. In order to sustain employee involvement, the bank is awarding 
individual and group efforts with certificates signed by the chairman. The bank has also 
tied-up Five S project involvement with the performance management systems. 
[Source: Bank's 'Five S' clean up act!, news, Nov;23, 2004]. 
6.9.2.0rigination of 'Five S' 
Five S is one of the basic tenets of lean manufacturing. It originated in Japan as a work-
environment enhancing measure, but the Japanese believe this visually-oriented exercise 
is useful not just for improving the physical environment, but also for improving Total 
Quality Management (TQM) processes. 
The five S's are: seiri (sorting out), seiton (systematic arrangement), seiso (spic-n-span). 
seiketsu (standardise) and shitsuke (self-discipline). The dominating principle of Five S is 
to create ownership for every object in the organization, so that nothing is neglected. In 
the first step (sorting out), individual owners sort their belongings into needs (used 
regularly, used irregularly) and wants (may be used later or scrap). This is followed by 
making a systematic layout of the workplace, specifying the storage areas and deciding 
where to put each item, right from files and documents down to the stapler and pins. The 
third phase (spic-n-span) monitors whether the earlier steps (SI and S 2) are being 
regularly and effectively carried out and the workspace is kept clean. 
What follows next is to standardize the policies and rules that are to be followed by the 
entire workplace. These include making timetables and indexes that indicate where you 
can find what, using charts and visuals. Finally, it is self-discipline that is required to 
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sustain Five S. Many successful organizations have found that by developing a high 
quality work environment and instilling discipline in the form of procedures and work 
instructions, employees devoted more energy and time to achieve results. The Five S 
practice not only helps to impress the customers but also to establish effective quality 
processes for good services and products. 
Five S is a part of the kaizen family that talks about continuous innovation. The Japanese 
invented it but it has been adopted by range of non-Japanese companies ranging from 
computer giant Hewlett Packard to legendary motorcycles maker Harley Davidson. In 
India companies like Hindustan Lever practice the principles of Five S under the 
umbrella of their efficiency and quality initiative, Total Productive Maintenance (TPM). 
Other Indian companies that have taken up Five S include Bhel (Bharat Heavy Electricals 
Limited) and the Aditya Birla group. 
6.10. Marketing Initiatives 
Today ICICI Bank offers a wide range of banking products and financial services to 
corporate and retail customers through a variety of delivery channels and through its 
specialized subsidiaries and affiliates in the areas of investment banking, life and non-life 
insurance, venture capital and asset management. ICICI Bank has emerged as India's 
fastest growing retail bank. It offers individuals a broad spectrum of deposit, investment 
and credit policies. The Bank is often credited for bringing in the retail finance 
phenomenon to India by pioneering the effort to make retail loans much more accessible 
and affordable enabling the rising Indian middle class to fund their lifestyle requirements 
across the country. The bank has market leadership in retail credit, which comprises 
mortgages, car loans/ two wheelers, credit cards, personal loans, etc. ICICI Bank is also 
India's foremost technology bank. The Bank has been highly focused on expanding its 
retail portfolio which it believes would be the major growth driver in future. 
6.11. Social Initiatives 
The Bank is gearing up for a major expansion of its rural lending and plans to ramp up 
the program's customer base by eightfold over the next five years (Bloomberg News). 
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The Bank will approve loans as small as $100 at places such as bank branches and A TMs 
located every six miles across India. In the countryside, 58 percent of farming households 
and 78 percent of non-farming families lack access to essential banking services. The) 
believe that they earn a healthy profit from village lending, and the default rate on those 
loans is less than a half percent. An ICICI spokesman said, "we expect rural lending to be 
as important as our other businesses", including urban consumer and corporate lending. 
The bank's rural loans also include agriculture, mortgage lending, farm equipment, and 
education. The Bank has already loaned out 25 billion rupees to its 3.2 million rural 
clients, most of whom are under the umbrella of microfmance. Analysts say potential 
revenues in micro lending are huge, and that money will be made on volume, since India 
does not have a formal credit mechanism in rural areas. Still, the sector is not without 
risk. Some of the challenges banks face includes the weather and changes in credit cycles. 
The Bank's rural banking strategy seeks to adopt a holistic approach to the financial 
services needs of various segments of the rural population, by delivering a 
comprehensive product suite encompassing credit, transaction banking, deposit, 
investment and insurance, through a range of charmels. The Bank's rural delivery 
channels include branches, internet kiosks, franchisees and micro-finance institution 
(MFI) partners. The Bank's rural and agri-business portfolio increased to about Rs. 
16,300 crore (US$ 3.7 billion) at March 31, 2006 from Rs. 7,500 crore (US$ 1.7 billion) 
at March 31,2005. 
The remote financial availability in the rural area, is not only responsible for pushing the 
poor people in to more pathetic condition, but also a system is being made, where the 
poor people can not avail any credit facility from the institutional sector. As a result, the 
poor people have to depend on the non-institutional credit system, viz; the private money 
lender etc. leading the situation to the worst. It also creates an insufficient income status 
of the poor with inadequate capabilities and inappropriate values. In fact, to correct this 
stage of the country, ICICI Bank has been doing a series of good and significant work. 
6.12. HR Initiatives 
The Bank's officials met representatives of the country's top 20 B-schools to discuss 
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changes their curricula so as to make them reflect the changing business dynamics, riie 
nature of internships for B-school students should be changed from those involving mere 
summer training and data collection to the ones undertaken by doctors and lawyers. 
The country's largest private lender ICICI Bank is on a hiring spree and will emplo\ 
10,000 personnel a year for the next five years to cater to the boom in banking industry. 
The Bank's group, which includes banking, insurance, securities and other financial 
services, is likely to directly employ 25,000 people and another 15,000 indirectly, every 
year for the next three to five years. The group has some 50,000 employees on its direct 
payroll and another 1, 00,000 are indirectly employed as insurance agents and people 
working under service providers. The group's service providers may hire 15,000 people a 
year for the next three to five years to serve their growing business requirement. The 
group currently has two captive BPOs to serve its clients, but these employees do not fall 
under the group's umbrella. 
To meet the rising demand of professionals in the banking industry, IT training provider 
NUT and ICICI Bank jointly launched the Institute of Finance, Banking and Insurance. 
India's emerging banking, insurance sector and other financial services would require 
over 6,00,000 recruits each year in the next five years to match the growth, analysts say. 
However, country's banking, insurance, IT and BPO sectors are facing an acute shortage 
of skilled manpower due to stiff competition and rapid expansion of these industries. 
The overall achievement of the Bank is reflected in the Awards and Recognitions which 
they have received over the years, as listed below. 
6.13. Awards and Recognition to 1C I C I Bank 
The Bank has the distinction of receiving the year to year National and International 
awards and recognition, for excellence and their various achievements, which are listed 
from the year 2006 down the line to the year 1998. 
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2006 
. Business Standard's Banker of the Year for Mr.K.V.Kamath 
. CNBC-TV18 India Business Leader Award for Mr. K. V. 
Kamath 
• Business India's Best Bank of the Year 2006 
. Ms.Chanda Kochhar featured on Fortune's 50 Most Powerful 
Women in International Business. 
• NDTV Profit Business Leadership Award in the Banking 
category. 
• Ms. Kalpana Morparia and Ms. Lalita Gupte featured on Forbes 
Most Powerful Women 
• CII National Award for Energy Management 
• Business Baron - Most Admired Bank 
• Global Finance Award for World's Best Foreign Exchange Bank 
from India" and the "World's Best Trade Finance from India" 
• Global Finance Awards for : 
• Best Integrated Consumer Bank Site in Asia 
• Bill Presentment and Payment in Asia 
• Best Consumer Internet Bank in India 
• Best Corporate/ Institutional Internet Bank in India 
• ICICI Bank wins three awards for outstanding performance 
from Asian Banker 
• Best Retail Bank India 
• Excellence in Multi Channel Distribution 
• Excellence in Automobile Lending Award 
. Reader's Digest India - Most Trusted Brand Award for 2006 
voted by consumers 
2005 
• The Asian Banker Leadership Achievement Award 2005 for 
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India for 
Mr.K.V.Kamath 
• Businessman of the Year Award for Mr.K.V.Kamath by 
Business India 
. JRD Tata Corporate Leadership Award for Mr.K.V.Kamath 
• Best Local Cash Management Bank Overall for Domestic Cash 
Management Services - Asiamoney 
• Best Local Cash Management Bank for Most Innovative Cash 
Management Solutions - Asiamoney 
• Listed on Forbes' Asia's Fab 50 
• Listed in Business Week Top 50 Performers 
• Economic Times Award for Businesswoman Of The Year 
• Triple AAA Best Cash Management Country Award in India" 
by The Asset 
• Bank of the Year Award for India" by The Banker 
• Best Bank in India" by Euromoney 
• Best Integrated Consumer Bank Site in Asia by Global Finance 
• Best Consumer Internet Bank in India by Global Finance 
• Best Corporate / Institutional Internet Bank by Global Finance 
• Building Talent Enterprise-wise Award for Excellence in 
Learning from the American Society for Training and 
Development 
2004 
• American Indian Foundation's Leadership for Social 
Entrepreneurship in India 
• "Best Bank in India" by Euromoney 
• "Best High-Yield Borrower in India" by Euromoney 
. "India's Most Customer Friendly Bank" by Outlook Money 
• "Best Bank" by Business India 
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• "India Derivative House of the Year" by AsiaRisk 
• "Best Consumer Internet Bank in India" by Global Finance 
• "Best Corporate / Institutional Internet Bank in India" by Global 
Finance 
. "Most Challenging IT Implementation Award" for the ICICl 
Bank EAI project by PC Quest 
• "Best Domestic Commercial Bank" in India by Asiamoney 
• "Best Emerging Market Bank in India" by Global Finance 
. "Best Domestic Fx Bank in India" by Asiamoney Poll 
• "Best Bank of the Year in India" by Finance Asia 
• "Best Retail Bank in India" by Asian Banker 
• "Best Foreign Exchange Bank in India" by Global Finance 
• "India's Most Admired Private Sector Bank" by Business 
Barons 
2003 
• "Best Bank of the Year in India" by FinanceAsia 
• "The Asian Banker Excellence in Retail Financial Services 
Program" by The Asian Banker 
• "Best Bank Domestic Commercial Bank in India by Asiamoney 
• "Best Emerging Market Bank in India" by Global Finance 
Magazine 
. "Best Multi-Channel Strategy 2003' award by The Banker 
Magazine, UK. 
• "Bank of the Year in India" by The Banker 
• Grand Prize Winner in Peak Workload, Unix Environments, 
OLTP in Winter Corp.'s Top Ten Program 
• DM Review Magazine-World Class Solution Award 2003 in the 
Business Intelligence category for its Teradata enterprise data 
warehouse solution. 
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, "Best Consumer Internet Bank in India" by Global Finance 
magazine 
. "Best Integrated Consumer Bank Site in the Asia /Pacific 
Region" by Global Finance 
. "Best Foreign Exchange Bank in India" by Global Finance 
• "Best Trade Finance Bank in India" by Global Finance 
2002 
. Bank of the Year from the Emerging Markets by The Banker 
Magazine of UK 
. Bank of the Year 2002, in India, by The Banker Magazine of 
UKBest Managed Bank in Asia, in a Poll by Euromoney 
• India's top 5 most respected companies - Business World 
magazine 
• Best Bank in India by Global Finance 
. India's Most Admired Bank 2002 in the BB-TN Sofres Mode 
Poll 
• 'Best Foreign Exchange Bank in India' by Global Finance. 
• 'Excellence in Retail Banking' award by Asian Bankers Journal 
• Best Consumer Internet Bank in India by Global Finance 
• Best Bank in India by Global Finance 
. India's Most Admired Bank 2002 in the BB-TN Sofres Mode 
Poll 
2001 
• Best Retail Bank in India from the Asian Banker 
• Product Innovation Award for Kid-e-bank account from the 
Asian Banker. 
• India's top 5 most respected companies, Business World 
Magazine 
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2000 
• Best Bank Award by Global Finance. 
• 1-payment was selected as a finalist in the commercial credit 
product or services category in the Asian Banking Awards 
. Featured amongst the best 15 bank web sites in the world 
reviewed by Forbes Global. 
1999 
• Best IT usage Award by TCS Limited and Computer Society of 
India. 
. Asian Banking Award by the Asian Banker's Association for 
record collections under the Resurgent India Bonds Scheme 
1998 
• www.icicibank.com got commended rating from the Financial 
Times, London for two successive years. 
• Cyber Corporate Award by the Economic Times and Microland 
Limited for making the best use of Internet for commercial 
purpose. 
[Source: Internet - Bank's Awards and Recognition] 
6.14. Staff Strength 
The staff strength of the Bank at present stands reduced to about 9,650 from 11,000, with 
the result of Bank's VRS Scheme called 'early retirement option' implementation where 
more than 1,350 employees including 550 managerial staff opted for VRS. A majority of 
those who exercised the option are believed to be erstwhile Bank of Madura employees 
who were roughly 2,000 in number. The Bank had offered the option to all employees 
above 40 years of age and having served the organization for more than 7 years. Those 
eligible were estimated to be over 2,000 in number. The VRS costed the Bank by Indian 
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Rs.150 - Rs.l60 crore approximately. 
6.15. Branch Network 
The Bank has a network of about 614 branches and extension counters at March 31. 2006 
as compared to 562 branches and extension counters at March 31, 2005 and over 2,200 
ATMs. 
6.16. Customer Service Committee 
There is no culture of holding the Customer service Meets by the Bank at regular 
intervals, and hence unlike the public sector banks, there is no formation of Customer 
Service Committees at various levels of Bank. They probably, do not believe in keeping 
direct interaction with the people and customers. On the contrary, they prefer to 
communicate with them through internet and telecommunication, as this is the age of 
telecommunication and technology. 
6.17. Banking beyond Nation's Frontiers 
ICICI Bank continued to build on its existing presence in various geographies as well as 
enter new markets. In addition to providing credit and trade finance solutions to Indian 
companies, the Bank is expanding its international retail franchise through technology-
based banking services. The Bank now operates in 12 countries through branches, 
representative offices and wholly-owned subsidiaries. The loan portfolio of the Bank's 
international branches (including foreign currency financing to Indian companies) 
increased to about Rs. 12,500 crore (US$ 2.8 billion) at March 31. 2006 from Rs. 6.200 
crore (US$ 1.4 bn) at March 31, 2005. The Bank continued to grow its remittance 
volumes and achieved a market share of about 20% in inward remittances into India. For 
the overseas markets, ICICI has a unique strategy. The bank has successfully reduced 
operating costs by doing all processing and back office work in India. It maintains only a 
front office customer interface in overseas locations. These cost savings help the bank to 
offer higher rates on deposits. 
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ICICI now has an international presence in 18 countries with wholly-owned subsidiaries 
in the UK, Canada and Russia; offshore banking units in Singapore and Bahrain: 
branches in Dubai, Sri Lanka, Hong Kong, Belgium and Qatar; and representative offices 
in the United States, China, United Arab Emirates, Bangladesh, South Africa, Indonesia, 
Thailand and Malaysia. Within five years, ICICI Bank has emerged as the leading bank 
with international operations in India, it has by far the fastest growing international 
operation of any Indian bank. In the year 2007, ICICI Bank's International operations 
accounted for 19 per cent of its consolidated banking assets. Remittances have been a key 
focus area, and ICICI Bank now claims a 28 per cent market share in Inward remittances 
into India. Hearteningly, the target customer is no longer Indian, but the world at large. 
ICICI Bank for instance, offers online deposit products to customers in the UK and 
Canada. This is their core competence, says, Chanda Kochhar, the Dy. Manager Director. 
Since the service is online, they were able to reduce their cost of operation to one-fifth, 
and offer this benefit in terms of higher interest rates. The funds under these products 
have touched $4.5 billion, and nearly 70 percent of its customers are non-Indians. There 
are investments pouring in even from as high as the Artie circle that touches the north of 
Canada. For ICICI Bank, it will help build an international market presence. The funds 
will cater to cross border needs and in offering commercial banking products in 
international markets. The bank is also building an international private banking franchise 
and in leveraging its technological capabilities and relative cost efficiencies by offering 
direct banking in international markets. ICICI is also planning a rural banking franchise. 
Serving the rural markets is a key element for driving future growth of the Indian 
economy 
6.18. Discussion on Investigations and Observations Made 
The salient points emerged out of study of the literature of Bank and investigations made 
thereof, are discussed here as under: 
ICICI Bank has raised billions of dollars through online deposits, reducing the cost of 
operation one-fifth and offering it back to global customers through higher rates of return. 
Over the last few years, ICICI Bank has taken rapid strides in developing new businesses 
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in line with its proposition to offer complete financial services to both corporate and retail 
customers. The robust growth achieved during a period otherwise marked b\ modest 
economic growth, has been entirely on account of capitalizing on market opportunities, 
which enabled ICICI to re-write the boundaries of its business. Looking back to the 
changes in the environment, it is believed that financial, human technology and speed 
capital would drive the financial services sector in the future and draw the boundaries for 
achieving leadership. The Bank's subsidiaries and joint ventures in financial services can 
create significant value in future. Its subsidiaries in both life and general insurance are 
market leaders among private sector players. Its mutual fund subsidiary is also a market 
leader, second only to UTI in terms of assets under management. ICICI Direct, its stock 
brokerage subsidiary, has the largest customer base among online brokers in the country. 
ICICI Ventures, the bank's private equity arm, is already the largest among domestic 
players. It had struck some very high profile deals like the one with Dr. Reddy's 
Laboratories for funding drug research. The fund is believed to have more than $2 billion 
under management including the recently launched India Fund. The Bank's equity shares 
are listed on the Bombay Stock Exchange and the National Stock Exchange of India 
Limited and its American Depository Receipts (ADRs) are listed on the New York Stock 
Exchange (NYSE). All these factors make the Bank a very good long term bet for 
investment. Any large investor who is bullish on the India growth story can not ignore the 
country's fastest growing bank, which has a dominant position in most segments of 
financial services. For a long term investor. Bank is one of the better bets available today. 
[Source: www.domain-b.com/finance/banks/icici bank/20051201 investors.html 
The key challenge before the Bank is to look to new horizons. Their growth so far has 
been based on their ability to identify opportunity horizons very early and build 
businesses to scale those horizons. They had to get the capital right, get the people right, 
get the technology right and get the processes right. They believe that to break into the 
top league of global banks. Bank has to follow a course that few banks in the world have 
done- and that is, leverage the rural economy. This is something that most banks dont do 
because it requires hard work. Market share is not easy to achieve because you need to 
widen your product tree. An even greater challenge is that you need to learn to do 
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business at a fraction of the cost that you are used to. So their challenge is to invent a new 
business model where they can create a distribution base effectively in 6.00,000 villages 
in India, and to learn to do that at one-tenth the cost of urban India. 
Today ICICI is an organization with a lot of other strengths. They have good HR 
practices, the ability to train and mentor people, and they have excellent technolog) 
capabilities, which is very crucial for success in this business. They needed 
diversification, initially they thought of diversifying within their own corporate customer 
arena, but within a year it was realized that this would not take them very far. They 
needed to go in a much deeper growth direction. They needed to get into something that 
they had not tried before. They needed to enter the consumer credit market, which was an 
emerging opportunity. That is where their directional change bagan- and it has taken 
them to where they are today with leadership in the market and a one-third share of the 
consumer credit market. There are four or five key success attributes which the Bank and 
its people have and they are. First, the intellect or a high level of competence. Second, 
entrepreneurial leadership in the people who have the ability to pick the right people. The 
people who have the ability to build and manage teams are very valuable. Third, the 
person must have a can-do attitude. Fourth, the right people who have the ability to 
withstand shocks without getting frustrated or losing direction. Finally, it is the quality of 
people to focus without getting diverted from the core business. It is the outstanding 
human talent the Bank has, and the ability to leverage that talent to enhance the Bank's 
value. This is seen in the execution capability, the ability to run the business seamlessly, 
the ability to learn to live with diversity, to live with ambiguity and yet to stay focused 
and do the job. 
www.iloveindia.com/fmance/bank/private banks/icici bank.html 
Taking ICICI from an industrial project finance institution into India's most 
comprehensive financial services powerhouse with interests in retail banking, insurance, 
online trading and BPO among others, Kamath may easily be called the one who 
transformed the face of Indian banking., ie. reverse merger of ICICI with ICICI Bank, the 
single biggest merger in Indian financial sector history, counts as his biggest visible 
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achievement. His fondness for technology and its potential continued to be the focal point 
of his vision for the future, and helped him take ICICI Bank to become the most 
technologically savvy banking company in India. At the time when banking was 
synonymous with the physical banking approach of public sector banks. Kaniath 
introduced the ATM mode of banking that was soon duplicated by most other banks. 
With more than half of the bank's customers accessing its services through A IMs. 
internet banking and the like, the Bank has shown the way for Indian banks to take their 
services to the next level. 
[Source: www.icicibank.com/pfsuser/aboutus/overview/overview.htm] 
During the course of study, it has therefore, been observed that behind the success of 
Bank, there is a person of iron-will and he is none other than Mr. K.V.Kamath who is at 
present for a decade, the Managing Director and CEO of the Bank. Mr. Kamath started 
his career in 1971 at ICICI- the parent organization of ICICI Bank from Project Finance 
Division, after graduating in Mechanical Engineering in 1969 from Kamataka Regional 
Educational College and Master's Degree in Business Administration from IIM. 
Ahmedabad in 1971. He moved on to different departments to gather a rich and varied 
experience which included setting up of new businesses such as leasing, venture capital, 
credit rating as well as handling general management positions. As part of his general 
management responsibilities, he initiated and implemented Bank's computerization 
programme. Substantial investments in technology right from the early years have 
resulted in systems that are today a competitive advantage for ICICI. He has worked 
ceaselessly to stretch the boarders of ICICI's businesses to evolve it into a modern, savvy 
and technology enabled financial organization catering to almost all the financial needs of 
corporate and retail customers. 
In 1988, Mr. Kamath joined the Asian Development Bank, Manila in their Private Sector 
Department, whose principal work experience at ADB was in various projects in China, 
India, Indonesia, Philippines, Bagladesh and Vietnam. He was the ADB representative on 
the Boards of several companies and this experience offered him considerable insight into 
the working of global firms. During his years in South East Asia, Mr. Kamath worked in 
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most of the developing countries in the region including China, Thailand. Philippines. 
Indonesia and Vietnam which provided him a rich experience in terms of exposure to a 
variety of business situations, many of them typical to emerging markets. In May. l'-)96. 
he returned to ICICI as its Managing Director and CEO. The strategic initiatives and 
structural changes subsequently instituted by him across the ICICI Group have helped 
ICICI to re-draw its boundaries and increase its business potential. 
Mr. Kamath initiated the process of consolidation in the Indian financial sector through a 
series of acquisition of non-banking finance companies in 1996-98. With the acquisition 
of a private bank in March, 2001 and the merger between ICICI Limited and ICICI Bank. 
Mr. Kamath has achieved the objective of creating the first universal bank in India. Mr. 
Kamath is a Member of the Governing Board on various educational institutions 
including the IIM, Ahmedabad, Indian School of Business, National Institute of Bank 
Management and Manipal Academy of Higher Educafion. Mr. Kamath is also a Member 
of the National Council of Confederation of Indian Industry (CII). The Asian Banker 
Journal of Singapore had voted Mr. Kamath as the most e-savvy CEO amongst Asian 
banks. Recently, the Mumbai Management Association conferred him with the Finance 
Man of the Year award and the World HRD Congress in its Mumbai session in 
November, 2000, voted Mr. Kamath as the best CEO for innovative HR practices. 
[Source: Internet - Knowledge @ Wharton] 
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A Profile of the Bank 
7.1. History of Bank 
Standard Chartered Bank founded in 1853, is a British international commercial bank 
headquartered in London with operations in more than fifty countries, with significant 
operations in Asia, Africa, the Middle East and Lafin America, focused on emerging 
markets. The Bank's core business is in Consumer Banking, Corporate and Institutional 
Banking and Treasury. It operates a network of over 1600 branches (including 
subsidiaries, associates and joint ventures) and employs almost 60,000 people, 
representing over 90 nationalities worldwide. Despite its British base, it has few 
customers in United Kingdom and 90% of its profits come from the Asia Pacific Region. 
South Asia, the Middle East and Africa. The bank's history is embedded with the 
development of the British Empire, its operations lie predominantly in former British 
colonies, though over the past two decades it has expanded into countries that have 
historically had little British influence. Standard Chartered is listed on the London Stock 
Exchange and is among the top 20 constituent members of the FTSE 100 companies, b> 
market capitalization. The Bank is well established in growth markets and aims to be the 
right partner for its customers by combining deep local knowledge with global capability. 
They opened their first overseas branch in India at Kolkata on 12"^  April, 1858. During 
that time, Kolkata was the most important commercial city and was the hub of jute and 
indigo trades. With the opening of Suez Canal in 1869 and the growth of cotton trade. 
Bombay replaced Kolkata as the main commercial center. Hence Standard Chartered 
shifted its main operations to Mumbai. Today the Bank's branches and sub-branches in 
India are directed and administered from Mumbai with Kolkata remaining an important 
trading and banking centre. To cater to diverse financial needs. Standard Chartered offers 
a wide range of state-of-the-art banking products and services through its network of 82 
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branches in 31 cities across the country with over 8,000 employees. It had been in India 
for over 150 years and the largest foreign bank in the country, is one of the Group's ke> 
markets worldwide in terms of profitability and growth potential. The Bank has pla>ed a 
significant role in the history of the banking industry in the country since opening its first 
branch in Kolkata in 1858. This diversity lies at the heart of the Bank's values and 
supports the Bank's growth as the world increasingly becomes one market. The Bank's 
growth aspirafions, diversity and inclusion ambitions and changing demographics in our 
markets present opportunities and challenges. Serving both consumer and Wholesale 
Banking customers worldwide, the Bank combines deep local knowledge with global 
capability to offer a wide range of innovative products and services as well as award-
winning solutions. The Bank has played a significant role in the history of the banking 
industry in India since opening its first branch at Kolkata in 1858 and completed 150 
years of existence as a company in 2003. Standard Chartered bank India is an active 
participant in various advisory forums and has played a lead role in RBI committees on 
Rupee Derivafives and Options. The Bank's back office operations, which were India's 
first to be accorded ISO 9002 certification, now form part of the state-of-the-art global 
processing and reconciliation hub in Chennai. After 150 years of service in India, the 
Bank continues to be committed to the country and optimistic of positively contributing 
to the Indian Financial Sector. The Bank consolidates its position as India's largest 
international bank by announcing the acquisition of the Indian operations of Bahrain's 
largest bank. Bank of Bahrain and Kuwait. This adds another branch to the Standard 
Chartered network in India. In financial terms, the acquisition is quite small for Standard 
Chartered India which has a domestic balance sheet of Rs.373 billion. Bank of Bahrain 
and Kuwait has a balace sheet size of Rs.6 billion. However, the bank plans to leverage 
its acquisition to play a larger role in the increasing trade links between Kuwait and India. 
The Bank has received in principle the approval for the takeover from the Reserve Bank 
of India. It will seek final approval from the RBI after its own shareholders approvals are 
in place. This completes a hat trick for Standard Chartered Bank in India which has 
successfully used the acquisitions route to grow its business. In 2000, it brought out the 
Australia and New Zealand Banking Group Ltd;'s (ANZ) operations in the Middle l.asl 
and South Asia and grindlays' associated private banking business. This was a large 
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acquisition adding 116 branches across 13 countries. In India, specifically ANZ 
Grindlays had 29 branches across 15 cities at the time of the takeover, adding 
considerably to Standard Chartered's own presence of 19 branches across eight cities. 
The subsequent merger of Grindlays into Standard Chartered in 2002 catapulted Standard 
Chartered to the number one position among foreign banks operating in India, in terms of 
branch network. In September, 2004, Standard Chartered acquired the Indian operations 
of Sumitomo Mitsui Banking Corporation. This comprised branches in Delhi and 
Mumbai and a trade finance, loan syndication and cash management business. It is 
estimated that three quarters of the bank's profits arise from Asia. Within Asia, India is 
an important part of the bank's strategy. 
[Source: Standard Chartered Bank India -from Internet] 
7,2. Early Years of Bank 
The Standard Chartered Group was formed in 1969 through a friendly merger of two 
banks, the Standard Bank of British South Africa founded in 1863, and the Chartered 
Bank of India, Australia and China, founded in 1853. Both companies were keen to 
capitalize on the huge expansion of trade and to earn the handsome profits to be made 
from financing the movement of goods from Europe to the East and to Africa. Lacking a 
truly strong domestic network, the banking groups' progress has been largely dependent 
upon Third World economic and political conditions and emerging markets- an 
unenviable position at times. Both the Standard Bank and the Chartered Bank had been in 
operation for more than a century when they combined forces. 
7.2.1. The Chartered Bank 
The Chartered Bank originally incorporated in 1853 as the Chartered Bank of India. 
Australia, and China under a charter from Queen Victoria, was influential in the 
development of British colonial trade throughout Asia. Up until World War 11, British 
trade in Asia flourished, and the Chartered Bank prospered. 
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• Founded by James Wilson following the grant of a Royal Charter by Queen 
Victoria in 1853. 
• Chartered opened its first branches in Mumbai, Kolkata and Shanghai in 1858. 
followed by Hong Kong and Singapore in 1859. 
• Traditional business was in cotton from Mumbai, indigo and tea from Kolkata. 
rice in Burma, sugar from Java, tobacco from Sumatra, hemp in Manila and silk 
from Yokohama. 
• Played a major role in the development of trade with the East which followed the 
opening of the Suez Canal in 1869, and the extension of the telegraph to China in 
1871. 
• In 1957, Chartered Bank bought the Eastern Bank together with the Ionian Bank's 
Cyprus Branches. This established a presence in the Gulf. 
7.2.2. The Standard Bank 
The Standard Bank was established in 1862 as the Standard Bank of British South Africa 
by a schoolmaster named John Peterson. Peterson had electic interests, including mining. 
railroad promotion, and real estate development. He set out to make Standard a large 
bank, and proceeded to acquire smaller banks throughout southern Africa. For the next 
century, the bank played a significant role in the banking of the region. 
• Founded in the Cape Province of South Africa in 1862 by John Paterson. 
Commenced business in Port Elizabeth, South Africa, in January 1863. 
• Was prominent in financing the development of the diamond fields of Kimberley 
from 1867 and later extended its network further north to the new town of 
Johannesburg when gold was discovered there in 1885. 
• Expanded in southern. Central and Eastern Africa and by 1953 had 600 offices. 
• In 1965, it merged with the Bank of West Africa expanding its operations into 
Cameroon, Gambia, Ghana, Nigeria and Sierra Leone. 
Since both banks were products of the colonial era, with similar structures and 
experience, they made an excellent match. Their complementary geographic coverage 
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and similar historical backgrounds made for a relatively smooth transition. 
The new Standard and Chartered Banking Group took its time integrating the 
management of the two banks. Throughout 1970, each former unit performed its 
operations more or less unchanged-indeed, bank branches continued to operate under 
their old names for a number of years. Each was able to expand independently in its own 
markets, and there was no need to immediately restructure either of the bank's 
operations. However, the company slowly began to develop long term plans for the entire 
bank. 
Standard Chartered's first chairman, Sir Cyril Hawker, came to the group from the Bank 
of England, where he had served since 1920. His sensitivity to the needs of developing 
nations made him an excellent choice to guide Standard Chartered in its early years. In 
1970, Hawker brought Standard Chartered deeper into the euro-currency markets. Both 
the Standard Barvk and the Chartered Bank had entered these markets in the 1960s. By 
1970, Standard chartered was using funds generated in the Euro-markets to finance 
projects throughout the world. 
Because of its Third World involvement, Standard Chartered dealt with more problems 
than most banks. Unstable political and economic conditions posed a constant threat to 
the bank. During the 1960s, some branches were nationalized by the countries the\ 
operated in. In the 1970s, though conditions were generally calmer, Standard Chartered 
had to be prepared to adapt to the whims of sometimes irrational governments in Africa 
and Asia. Wars and rebellions were a constant threat. When new regimes came to power. 
Standard Chartered's branches were at times subject to new regulations, nationalization, 
or a transfer of ownership to native financiers. In 1970, for example, the African nation of 
Zambia partially nationalized the Standard Bank operating there. Nationalization was the 
greatest fear of any overseas bank operating in politically unstable countries. At the same 
time, however, these regions were often very profitable. 
In 1971, the Eastern Bank, a Middle Eastern bank Chartered had acquired in 1957. 
became fully integrated with the Chartered Bank. The Standard Bank's Nigerian branches 
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had a good first year in the reconstruction period after the civil war there ended in 1970. 
Operations in Hong Kong, Singapore, and Malaysia showed strong results in the earl> 
1970s, although depressed economic conditions in South Africa resulted in a poor 
performance for the Standard Bank branches operating there. Nevertheless, the bank's 
dependence on the unreliable conditions of Third World nations induced it to seek a 
stronger foothold in industrialized nations to add stability to its international network. 
Throughout the early 1970, the bank increased operations in European and U.S. capital 
markets and began to co-operate with other international banks. 
In 1973, the banking group diversified heavily. The acquisition of Mocatta and Goldsmid 
Ltd. Brought Standard Chartered into the gold and precious metals markets. The group's 
computer leasing company. Standard and chartered Leasing, expanded into European 
markets. The banking group also formed a partnership in a merchant bank. 
By 1974, Standard Chartered's gradual integration was complete and and the 
managements of the Standard Bank and of the Chartered Bank came together under one 
roof In August 1974, Sir Cyril Hawker retired and was replaced by Lord Barber. Barber 
oversaw the formulation of a long term strategy for the bank. Standard Chartered would 
concentrate on what it did best: overseas commercial banking. Unlike a growing number 
of international banks during this period. Standard Chartered did not intend to branch into 
other areas of financial services. The bank would continue to strengthen its European 
position to offset fluctuations in Third World economies, but would not attempt to enter 
retail banking in Britain. The 17 British branches Standard Chartered already operated 
focused on import-export financing and banking support services. 
In 1974, Standard Chartered's diversity was key in insulating it from a worldwide 
recession. In October 1975, the group changed its name to the Standard Chartered Bank 
Ltd., although subsidiaries throughout the world still operated under their old established 
names. 
The bank grew throughout the late 1970s. Profits improved consistently, and assets 
continued to grow. In 1979, Standard Chartered made a major acquisition in the United 
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States by purchasing the Union Bancorp of CaUfornia. 
As international banking competition became more intense. Standard Chartered's 
management began to see weaknesses I the bank's lack of a domestic base. In 1981. the 
group bid on the Royal Bank of Scotland Group. This bank had the domestic branch 
network that Standard Chartered wanted and was amenable to a takeover b> Standard 
Chartered. However, a revival bid by the Hong Kong and Shanghai Bank sent the issue to 
the British Monopolies Commission, which ruled against both bids. The banking group 
entered the 1980s heavily reliant on the financial success of underdeveloped nations. 
The 1980s were difficult times for many of the countries where Standard Chartered 
operated. Singapore and Malaysia fell into a serious recession in the mid-1980s. As Hong 
Kong's shipping industry struggled to survive, a number of large loans went bad. putting 
Standard Chartered in serious financial straits. By 1986, the Standard Chartered Bank 
was in a financial mess. The bank's strategy of focusing on commercial banking proved 
to have been an error, as large customers were choosing international banks that could 
provide them with a complete line of financial services, including stock broking and 
issuing commercial paper. Capital markets and money markets were deregulated in many 
countries in 1986, leading to increased competifion for which Standard Chartered was 
unprepared. 
Standard Chartered's affiliate in South Africa had performed inconsistently in the 1980s. 
but was for the most part a profitable venture. Growing political pressure to divest South 
African holdings caused the bank some unrest. Standard Chartered was reluctant to sell 
its 39% interest in the bank at the unfavourable exchange rate of the time and take a large 
loss. Finally, in 1987 the bank divested its South African holdings, ending its 125-year 
presence in that nation. It was the last foreign bank to leave South Africa. 
In 1986, London saw an explosion of mergers and acquisitions among banks with the 
financial deregulation known as the "Big Bang." Standard Chartered became the target of 
a takeover by Llyods bank, which Standard Chartered's chief executive, Michael 
McWilliam, was determined to prevent. The purchase of 35 percent of Standard 
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Chartered's shares by three businessmen helped to thwart the Llyods bid. Standard 
Chartered received a thrashing in the British press when it became known that one of its 
white knights. Tan Sri Khoo, had received a large loan from the bank just before he 
invested in its shares, but the bank called for an investigation to clear its name and was 
vindicated by the Bank of England a year later. 
Although Standard Chartered was successful in warding off the hostile takeover b\ 
Llyods, its troubles were not over. The banking community's dependence on the Third 
World caught up with it in 1987, when, when due to larger loan-loss provisions. Standard 
Chartered showed a net loss of Pound 274 million. Mc William tried to restructure the 
bank's operations and replaced many high-ranking executives. Chairman Sir Peter 
Graham stated that the bank needed to inject new capital through a rights issue. In 1988. 
the bank reversed its position on divesting none-core assets to raise capital and sold the 
United Bank of Arizona to Citibank and later, its profitable Union Banking group to 
California First, a subsidiary of the Bank of Tokyo. 
Standard Chartered's situation began to improve in 1988. A new rights issue in 
September of 1988 helped repair the bank's capital balance. Profits for the first half of 
1988 were pound 154 million compared to loss of pound 222 million during the same 
period a year before. Mc William, who had directed the bank's operations during its 
stomiest year, resigned in early 1988 and Sir Peter Graham, who had been chairman for 
only two years, retired. Rodney Galpin took over as both chairman and chief executive. 
Galpin had spent most of his career at the Bank of England and intended to be a "l-iands-
on" chairman. 
Upon entering the 1990s, Standard Chartered continued to restructure. It divested 
holdings in Europe, the United States, and Africa and made a series of job cuts. 
Unprofitable businesses were shut down and internal operations were streamlined. 
Management began a new strategy of focusing on consumer banking, along with 
corporate and institutional banking in Asia, Africa, and the Middle East. 
Even as Standard Chartered pared back certain operations, it continued to delve into 
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emerging markets. In 1990, it re-entered the Vietnamese market, and then iwo >ears later 
began operating in Cambodia and Iran. Tanzania followed, along with Myanmar in 1995. 
By the mid-1990s, the company had offices in every country in Asia Pacific region 
except for North Korea. While both the Asian and African markets proved tumultuous, 
the company's financial performance remained strong. In 1997, the bank secured pre-tax 
profits of pound 870 million. 
The bank then began a series of acquisitions that would strengthen its position in the 
emerging markets industry. In 1998, it acquired a majority interest in Banco Exterior de 
Los Andes, which enabled the firm to offer its banking services as well as trade finance 
services in Columbia, Peru, and Venezuela. The following year, the global trade finance 
business of Union Bank of Switzerland was purchased. The bank also acquired a 75 
percent stake in Thailand's Nakomthon Bank PLC. In the fall of 1999, Standard 
Chartered increased in presence in China by opening a Beijing branch office. 
During 2000, the company made two of its largest acquisitions to date. The first was the 
$1.34 billion cash purchase of ANZ Grindlays Bank's South Asian and Middle Eastern 
banking operations. The deal added 116 branches to Standard Chartered growing arsenal. 
The next acquisition was that of Chase Manhattan Corp.'s Hong Kong consumer banking 
and credit card operations. The $1.32 billion purchase secured the bank's position as 
Hong Kong's largest credit card operator with a 25 percent market share. The company 
also sold its Chartered Trust unit to Llyods TSB that year for pound 627 million. 
By 2001. speculation arose that Standard Chartered may be courting takeover offers. 
Rana Talwar, its CEO (named in 1998) agreed to consider these offers if the price was 
right; however, Gillam pushed to keep Standard Chartered intact. Shareholders agreed 
with Gillam's approach and in December of that year, Talwar was ousted from the 
company. Mervyn Davies was tapped to assume Talwar's position as his focus proved to 
be on the company's independence. Whether Standard Chartered would continue to lead 
the emerging markets banking industry alone or with a partner, however, remained to be 
seen. [Source: www.standardchartered.com/global/home/aboutus/aboutus history.html] 
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7.3. Principal Subsidiaries 
The principal subsidiaries of Standard Chartered Bank are as under 
1) Standard Chartered Bank Australia Ltd. 
2) Standard Chartered Bank (Bahrain) 
3) Standard Chartered Bank (Bangladesh) 
4) Standard Chartered Bank Botswana Ltd. 
5) Standard Chartered Bank (Brunei) 
6) Standard Chartered Bank (Cambodia) 
7) Standard Chartered Bank Cameroon S.A. 
8) Standard Chartered Bank (China) 
9) Standard Chartered Bank (Hong Kong) 
10) Banco Standard Chartered Columbia 
11) Standard Chartered Bank (Falkland Island) 
12) Standard Chartered Bank Ghana Ltd; 
13) Standard Chartered Grindlays Bank (India) 
14) Standard Chartered Bank (Indonesia) 
15) Standard Chartered Bank Cote d'lvoire SA (Ivory Coast) 
16) Standard Chartered Bank (Japan) 
17) Standard Chartered Bank C.I. Ltd; (Jersey) 
18) Standard Chartered Grindlays Bank Ltd. (Jordan) 
19) Standard Chartered Bank Kenya Ltd; 
20) Standard Chartered Bank s.a.l (Lebanon) 
21) Standard Chartered Bank (Macau) 
22) Standard Chartered Bank Malaysia Berhad 
23) Standard Chartered Bank Nigeria Ltd; 
24) Standard Chartered Bank (Oman) 
25) Standard Chartered Bank (Pakistan) 
26) Banco Standard Chartered (Peru) 
27) Standard Chartered Bank (Phillipines) 
28) Standard Chartered Bank (Qatar) 
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29) Standard Chartered Bank (South Korea) 
30) Standard Chartered Bank Sierra Leone Ltd; 
31) Standard Chartered Bank (Singapore) 
32) Standard Chartered Bank (Sri Lanka) 
33) Standard Chartered Bank (Taiwan) 
34) Standard Chartered Bank (Tanzania) 
35) Standard Chartered Bank (Thailand) 
36) Standard Chartered Nakomthon Bank Public Company Ltd; (Thailand) 
37) Standard Chartered Bank Uganda Ltd; 
38) Standard Chartered Bank (United Arab Emirates) 
39) Standard Chartered Bank (U.K.) 
40) Standard Chartered Bank (U.S.) 
41) Banco Standard Chartered (Venezuela) 
42) Standard Chartered Bank (Vietnam) 
43) Standard Chartered Bank Zambia Ltd; 
44) Standard Chartered Bank Zimbabwe Ltd; 
[Source: Company Perspectives - www.answers.com/topic/standard-chartered-plc] 
Today the bank is a leading player throughout the developing world. The Bank is one of 
the three banks issuing banknotes for Hong Kong, the other two being the Bank of China 
(Hong Kong) and The Hong Kong and Shanghai Banking Corporation. The bank reports 
marathons in many cities, including London (The City Run), Singapore, Dubai. Lahore. 
Mumbai, Hong Kong and Nairobi. 
7.4. Establishment of Standard Chartered Bank around the world 
Country 
United 
Kingdom 
China, India 
Sri Lanka 
Hong Kong 
Singapore 
Indonesia, 
Year 
1853 
1858 
1859 
Country 
Kenya 
Uganda 
Tanzania 
Bahrain 
Jordan 
Korea 
Year 
1911 
1912 
1917 
1920 
1925 
1929 
Country 
Vietman 
Cambodia 
South Africa 
Iran 
Colombia 
Loas, 
Year 
1990 
1990 
1992 
1993 
1995 
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Pakistan 
Philippines 
Malaysia 
Japan 
Zimbabwe 
The Gambia, 
Sierra 
Leone, 
Thailand 
Ghana 
Botswana 
USA 
Bangladesh 
Zambia 
1863 
1872 
1875 
1880 
1892 
1894 
1896 
1897 
1902 
1905 
1906 
Qatar 
Brunei, 
UAE 
Australia 
Mexico, 
Oman 
Peru 
Jersey 
Brazil 
Venezuela 
Falkland 
Islands, 
Macau 
Taiwan 
Cameroon 
Nepal 
1950 
1958 
1964 
1968 
1973 
1978 
1979 
1980 
1983 
1985 
1986 
1987 
Argentina 
Nigeria 
Lebanon 
Cote 
d'lvoire 
Mauritius 
Turkey 
Afghanistan 
1996 
1999 
2000 
2001 
2002 
2003 
2004 
1 
1 
- J 
[Source:www.standardchartered.com/global/home/aboutus/aboutus_history.html] 
7.5. The Corporate Governance 
Trusted across its network for its standard of governance and corporate responsibility. 
Bank takes a long term view of the consequences of its actions to ensure that the Bank 
builds a sustainable business through social inclusion, environmental protection and good 
governance. It is trusted across its network for its commitment to making a difference to 
the communities in which it operates. There are good governance rules now being put 
into force... there is transparency, more communication with the world. The government 
is enforcing new and old laws to clear up problems. 
The bank is committed to all its stakeholders by living its values in its approach towards 
managing its people, exceeding expectations of its customers, making a difference in 
communities and working with regulators. 
(www.euronetworldwide.com/media/press_release.asp?ID=343) 
7.6. Bank's Performance 
The Bank is set to improve on performance. Recording its best ever net prolll of US$ 
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178mil (RM653M1L) for the year ended Dec; 31, 2006. Standard Chartered Bank 
Malaysia Bhd (StanChart) wants to improve or at least maintain the strong set of results 
for the current financial year. It's newly appointed Chief Executive Officer Julian W)nter 
said: "We are hoping for another good year for StanChart and all indicators point towards 
that direction. We will just keep doing what we are doing and the matrix is to go for 
double digit growth." The higher earnings is a result of broad based growth in all the 
bank's businesses besides productivity gains from its processes. The bank's income rose 
to US$ 371 mil for FY2006 fi-om US$ 335 mil in FY2005 while return on equity (ROE) 
was 26% from 25% previously. "We believe a ROE of 26% is the highest in the industry 
and we have consistently been able to record figures above 20%," said StanChart chief 
financial officer Foong Pik Yee. Wynter added that the wholesale banking business 
contributed 53% towards the bank's earnings and consumer banking 47%. Previously the 
ratio was 40:60 (consumer: wholesale banking). The future is about striking a balance in 
both the core sectors in which the bank has a stronghold on. "We have two strong legs to 
stand on and have a broader product offering," he said, adding that "even though we have 
had a strong year we would continue to invest further to broaden customer relationships 
with innovative products." "The quality of our earnings has also improved as a result of 
our ability to build on relationships," he said. Malaysia remains a strong contributor to 
the global bank that has operations spanning from Africa, Europe, Middle East to Asia. 
Overall the StanChart group reported a net profit of US$ 3.17bil in FY2006. Of this, 
contribution from its Hong Kong operafions was highest at US$ 880mil. followed by the 
Middle East and South Asia at US$ 504mil, South Korea at US$ 454mil. India US$ 
403mil and Singapore US$ 289mil. [News item: 12"' March. 2007]. 
1.1. Strategic alliances and acquisitions in 2005 
The year 2005 ushered in a historic year for them as they achieved several milestones 
with a number of strategic alliances and acquisitions that will extend their customer or 
geographic reach and broaden their product range. 
• On 15"" April, they acquired Korea First Bank, beating HSBC in the bid. Since 
then, the bank rebranded the branches as SC First Bank, which to date is ihc 
Chapter? |39 
Case Study of Standard Chartered Bank (A Foreign Bank) 
biggest acquisition in their iiistory. 
• They completed full integration between Standard Chartered Bank Thailand and 
Standard Chartered Nakomthon Bank in October. 
• They formed strategic alliances with Fleming Family & Partners lo expand 
private wealth management in Asia and the Middle East. 
• They acquired stakes in ACB Vietnam and Travelex. 
• They acquired the business operations of American Express Bank in Bangladesh. 
• They acquired a stake in Bohai Bank in Tianjin, China, making them the first 
foreign bank to be allowed a stake in a local bank in China. 
On 9"^  August 2006, Standard Chartered announced that it had acquired an 81% 
shareholding in the Union Bank of Pakistan in a deal worth $415 million. This represents 
the first acquisitions by a foreign firm of a Pakistani bank and once the merger is 
complete, will make Standard Chartered the Pakistan's sixth largest bank. 
On 22 October 2006, Standard Chartered announced that it has received tenders for more 
than 51% of the issued share capital of Hsinchu International Bank ("Hsinchu"). On 
completion of the offer. Standard Chartered will have majority ownership of Hsinchu. 
Taiwan's seventh largest private sector bank by loans and deposits as at 30"^  June, 2006. 
They also acquired Grindlays Bank from the ANZ Group and they Chase Consumer 
Banking operations in Hong Kong in 2000, and its management has not ruled out further 
acquisitions. 
7.8. Strategic Approach 
How do they get people to relate with their brand in a unique and never before fashion, 
where in they rise above their product promises and their role as a bank. The best way 
forward was to be part of the community in a way they have not experienced before so 
that it helps individuals and the community realize their potential and makes them feel 
proud. The available options for mass connect was cricket - almost a religion in the 
country. Tennis, hockey, football etc. were other available avenues. Using a Bollywood 
star as a brand ambassador too was an option for mass appeal association. 1 lowcver. thcv 
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all had their advantages and disadvantages. 
The Bank in India had previous sports association and it was felt to best stay in that 
arena. The question was - how? Everyone was running after cricket. The space was 
cluttered. There were no ownership options unless there was substantial money available 
for year-round association. Tennis was already a property owned by ABN Amro Bank. 
Also, the Bank wanted to do something different that genuinely lives up to the values of 
the Bank, thereby delivering the right stakeholder value. 
The brand benefits, community-benefit and community ties were all visible and proven in 
countries where large marathons were organized. Looking around globally for what is 
most appreciated and delivers best on their values, bank found 'Marathon' as an event to 
be the best fit for the desired marketing objectives. It clearly suggested that Bank can 
reach out to communities in more ways than one through a marathon. 
7.9. Standard Chartered Bank and Marathons: The Values Fit 
The Bank believes that Marathon running characterizes the values and attitudes that 
Standard Chartered believes in a 'can-do' attitude, a priority on strength of trust, 
willpower, stamina and a determination to 'go the distance'. Marathons also provide the 
Bank the opportunity of being 'The Right Partner' for the governments, communities and 
the people of the Bank in the countries in which they operate, helping the communities 
grow and prosper. They care about the health and well-being of their people and their 
communities and through the marathons; they are partnering their communities in 
promoting health through fitness. The inspiration of achievements wrought through 
dedication and passion reflects their approach to their business, and to their customers. 
The Marathon also helps promote health and fitness through running by creating 
increased national interest, opportunities to focus on promoting health benefits and 
opportunities to encourage families and individuals to focus on health and fitness. The 
events around the marathons are at the heart of communifies, with large numbers of local 
customers, staff and residents participating. Over all, the Marathon helps reinforce the 
Bank's brand and values, instill a sense of pride across the organization, reinforce the 
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bank's strategic intent - to be the best, and to lead the way. Also allows staff to be 
involved in marathon running. Marathons show that an individual can make a difference 
with zest and resolve and this expresses the mindset of their people, and their passion to 
be the right partner to their customers. 
7.10. Standard Chartered Mumbai Marathon 
Overall, the Marathon provides the Bank a singularly great opportunity to build the brand 
essence of being the 'right Partner' to all their stakeholders - customers, vendors, staff, 
the community and the various charities that the Bank supports in the area of health and 
education. This was through a series of promotions and participation of their constituents 
at this event. Specifically, the cumulative media and advertising coverage gives the brand 
a unique presence in the hearts and minds of their audiences. It was a bold move aimed at 
providing a competitive advantage in the country. Procam International, is the promoter 
of the event with Standard Chartered being the title sponsor of the event. The Bank's 
Mumbai Marathon is recognized by the Association of International Marathon Societies, 
the world marathon body as a regular event in their international calendar. The first 
Standard Chartered Mumbai Marathon was held on 14'*' Feb; 2004. The Bank received 
unqualified support from the Union Govt, and the State Govt, of Maharashtra, which 
strengthened as they proceeded with the event, helping establish a sound relationship 
with both the politicians and key bureaucrats. The investment in this sponsorship fits into 
the Bank's overall strategy of investing in India to tap the growth opportunity available in 
the country. The motivation and drive for this response arose from a combination of 
strategic thinking about the viability and long term success of the business. The Bank has 
in place a robust process to track various matrices relating to the Brand. With the 
Standard Chartered Mumbai Marathon, leading up to the event and even post its 
completion, the Brand scores would see a suitable upward shift. 
[Source: Internet - Chasing A Dream: Case Studies] 
7.11. Social Initiatives 
The Bank's response to the HIV/AIDS challenge in Africa was to initiate a series of 
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campaigns in its businesses there to educate staff, reassure them of its philosophy and 
pohcN of non-discrimination, and provide support and services for those affected b> 
disease. Following on the success of the Staying Alive Campaign, launched in 2000. the 
bank has launched Living with HIV in 2002. The first campaign was a pioneering 
workplace program in almost all the locations where it was launched. As a result of this 
work, the bank has developed linkages with other organizations to address the HIV/A IDS 
challenge. These include the Global Business Council on HIV/AIDS, Business Exchange 
on AIDS and development, and local organizations in its countries of operation. In 
Uganda, for example, it was at the forefront of the establishment of the Uganda Business 
council on AIDS. The holistic approach by Standard Chartered Bank to HIV/AIDS is a 
model of corporate responsibility to employee and the community at large. The origin of 
Bank's response to HIV/AIDS stemmed largely from Country Managing directors. 
particularly in Africa, seeking human resource policy advice on the Bank's profitability 
through the loss of personnel, absenteeism, medical and welfare costs. The company 
realized that the impact of HIV/AIDS on its various stakeholders was likely to be 
significant in the future. In 1999, the Bank undertook a major assessment of its branches 
in 45 different countries to identify existing policies, practices and the prevalence of 
HIV/AIDS. As a result, a strategy was developed based on a three step process: 
education, monitoring and management. The company decided to focus initially on 
Africa, where the impact of HIV/AIDS has been the highest. The program is now being 
rolled out company-wide. Studies of the impact of the epidemic on business - affecting 
productivity and profitability, prevalence testing and KAP surveys, are recommended for 
the locations. These act as indicators for assessing interventions. 
7.11.1. Non - Discriminatory Policy 
Standard Chartered Policy Statement 
The Bank has developed a policy on HIV and AIDS. 
7.11.2. The key elements of their policy 
• The provision of information to employees on HIV/AIDS, its magnitude, impact 
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and preventative measures. 
• Implementation of non-discriminatory policies, procedures and practices in 
managing individuals who have HIV/AIDS. 
• To approach individuals who have HIV/AIDS in the same manner as those with 
any other progressive or debilitating illness. 
• All our operations to have clearly defined policies and procedures which will 
reflect local practices, procedures, culture and legislation. 
• To join forces with other organizations to counter HIV/AIDS and alleviate its 
impact by sharing the results of their internal research and supporting their efforts 
where appropriate. 
The Bank's education program has succeeded in significantly raising the level of 
awareness of their staff about HIV/AIDS in all represented countries. 
The 'Standard chartered Living with HIV campaign is innovative, ensures a practical 
approach, includes cross-cultural communication skills and sensitivity and is creative in 
terms of finding effective delivery mechanisms. The Bank held its first HlV/AlDS 
conference as part of the on-going commitment to build capacity in their group for the 
continued advocacy, education and support to staff, their families and the communities in 
which they do business. Each African country in which SCB operates was represented at 
the conference by appointed "champions", to whom they endeavor to provide ongoing 
support and sponsorship to ensure effective roll-out of the 'Living with HIV campaign. 
Their initial program. Staying Alive, has proven to be a pioneering product for corporate 
responsibility in almost all locations in which it was launched, and they expect the 
'Living with HIV campaign to continue by this example. They believe that both these 
campaigns can be used as demonstrative initiative for other corporations, and they trust 
that this will encourage them to take responsibility in those countries in which they 
operate. 
They will strive to sustain and strengthen their progress across the region by the constant 
maintenance and enhancement of their own programs and through the continued sliaring 
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of valuable information and offer of assistance to other corporations. 
[Source: Internet - Living with HIV/AIDS] 
7.12. HR Initiatives 
7.12.1. Their Commitment to Diversity and Inclusion 
The Bank's commitment to diversity and Inclusion is simple: they want to get the best 
out of the broadest spectrum of people in order to sustain strong business performance 
and competitive advantage. Diversity and Inclusion is about creating a genuine 
meritocracy based on individual contribution and they do not support measures that 
promote positive discrimination, such as targets and quotas. The Bank seeks to create a 
work environment where all employees have the opportunity to maximize their personal 
potential. They believe that managing diversity through inclusion will enable them to 
understand and serve all their stakeholders better and make them the preferred employer 
in their markets. They are determined to attract, develop and retain the best and to 
leverage the strengths their diversity brings. The Bank's inclusive work environment 
embraces both visible and underlying stands of diversity including gender, nationality, 
disability, physical ability, race ethnicity, religion, belief, family status, physical 
appearance, sexual orientation, culture, thinking style and age. 
7.12.2. Bank's International Graduate programme 
We find that their Graduate Programme is one of the most international. It celebrates 
open mindedness, original thought, ambition and diversity- the qualities Bank looks for in 
future leaders. When it comes to developing people, their whole philosophy is directed at 
finding and building the people's personal strengths. Once they know where people's 
talent lie, they will apply them to a series of challenges that are amongst the most 
stimulating and varied in the market. From day one, people will be plunged into an 
intensive two-year programme that includes job rotations, ongoing performance 
coaching, residential workshops and host of support services such as master classes and 
e-learning. It will be quickly realized the global nature of their culture, whether people 
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are working on a multi-country project, attending a residential programme, or Just talking 
to colleagues on the other side of the world. Their development programme will give an 
exceptional international exposure and some of the best professional training in the 
industry. 
7.12.3. Training Function of Bank 
Some two years ago, the HR and Training function of the Bank embarked on a re-
engineering project in response to changing business needs. The HR and Training Re-
engineering identified the following challenges, to: 
• Simplify the HR and Training structure 
• Improve HR and Training processes so that they are consistently leading edge, 
more efficient and involve less paper 
• Improve information flow through the use of global database 
The key changes that resulted were threefold: 
• New processes - New global people management processes (for example, 
covering learning and development and recruitment) were developed involving 
streamlining, standardization and benchmarking against best practices. 
• New HR Management System, People-wise - People-wise is a web-based 
system that provides manager and employee self-service, giving access to people and 
employee related data. It allows people to undertake a wide range of transactions from 
their desktops e.g. updating of personal records, enrolling on a learning activity. 
requesting leave or raising a job requisition. 
• New ways of delivering HR support to the business - HR transactional work is 
increasingly carried out at the HR Shared Services Centre in India freeing up time for in-
country HR to work directly with the business providing more value-add services. 
7.12.4, The Training Challenge 
Having prepared their staff for people-wise through an extensive communications and 
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change management programme, they needed to train around 8.500 people quickly and 
cost effectively in how to use peoplewise and the new people management processes. 
These people were in different global locations, covered the whole range of positions in 
the Bank, and for many English were a second language. People needed to understand 
about new people management processes, elements of the new structure like the HR 
Shared Services Centre and how to use people-wise itself, given sometimes low levels of 
IT literacy. Finally, People-wise is constantly being updated and modified. We needed an 
easy to use and extremely flexible solution. This was undoubtedly one of the most 
complex single pieces of training undertaken by the Bank at one time, both in terms of 
the size of the audience and the need to be able to develop and deliver it within tight time 
frames. It was also the first time that they had attempted to launch an undertaking of this 
magnitude on their intranet and for many it was their first taste of e-Learning. They 
therefore, needed to identify a suitable launch platform. 
7.12.5. The Solution 
They quickly saw the potential English provided as a possible platform to launch the on-
line aspects of their training solution. They found English easy to learn to use. to brand, 
and easy to make what could be a rather dry subject visually appealing and lively through 
using a cast of cartoon characters and their branding. 
They used the e-Books in English to structure the considerable amount of learning, each 
e-Book being a platform for integrating and launching a range of eLearning solutions: 
• ' Web-page' style overviews of the topic 
• Interactive tutorials explaining how the process worked 
• Presentations explaining issues in more details 
• Over 50 of English's system simulations they called 'How Do I's' 
Their research suggests that their staff found the training attractive and the 'book style" 
presentation and navigation easy to use. As a result they are now looking at further use of 
the e-Books to launch, train and educate managers and staff in a number of other people 
oriented initiatives. 
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1.12.6. The Future 
Over time they expect to see other areas of Bank using the Enlight tools as they develop 
products where people need to learn to use new pieces of software or to learn about nev> 
applications on existing software. They believe that the Enlight tools have been of 
immense use to them in Bank in the launch of their new HR Management System -
Peoplewise. They would be happy to recommend it to others who need to train a large 
number of people in a short period of time, particularly over a geographically diverse 
area. 
[Source- Internet: Standard Chartered Bank Case Study] 
7.13. Discussion on Investigations and Observations Made 
The Bank's greatest asset is their unique knowledge, insight, and understanding of the 
markets and of their customers' needs. They are committed to excellence in customer 
service, to delivering consistently superior performance and to building shareholder 
value. They recognize their responsibilities to the countries and communities in which 
they operate. Their values are based on trust, teamwork, and commitment- and on their 
pride in the organization. As part of the Standard Chartered Group, Standard Chartered 
Bank is the world's leading emerging markets bank. India is one of the Group's top 
markets worldwide in terms of profitability and has 82 branches in 31 cities across the 
country with over 8000 employees. 
Celebrating 150 years as a company is no mean achievement and the Bank has played a 
significant role in the history of the banking industry in India. As India's largest 
international bank, they have a combined customer base of 2.5 million in consumer 
banking and over 1000 top corporate relationships. They are responsive to their 
customers' needs. It is not enough to introduce new products and services unless they 
listen to their customers and understand what they want. If they are able to be the right 
partner, they must help their customers to realize their goals and aspirations. The Bank 
invests in its own people very •seriously. They are committed to the highest ethical 
standards and their employees are bound by their code of conduct. With staff of over 
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8000 people, the Bank has always placed emphasis on training and development to 
ensure high levels of service to their customers. In the recent past, there has been an 
increased focus on talent management. In 2002, they launched a new approach \o 
organization learning, which will allow employees more control over their oun training 
and development as well as the opportunity to learn on-line. They believe that the> have 
tremendous talent at all levels in the Bank and they continuously strive to harness this to 
unleash the energy of their employees. They give opportunities to their people so the> 
can fulfil their potential. All their actions and behaviors reflect this. 
Corporate Social Responsibility (CSR) is at the core of their values. The Bank is 
committed to the communities and environments in which they operate. They believe that 
with appropriate policies and practices in place they can be a legitimate influence for 
good by promoting the highest standards of responsible business. The Bank strongly 
supports the trend towards delivering shareholder value in a socially, ethically and 
environmentally responsible manner. 
In 2003, the Bank launched 'Believing in Life', the Bank's first global community 
programme. One of the initiatives within this programme is "Living with HIV, aimed at 
raising the awareness of HIV/AIDS in the country. Another, 'Seeing is Believing", targets 
at restoring sight to over 6000 people in India (one for each member of staff of the Bank 
in India and SCOPE) by World Sight Day, 9 October 2003. In the past, the Bank in India 
has been involved with various other community projects. These include support to 
various organizations such as Prem Dan, Pratham, Victoria Memorial School for the 
Blind, S.P.J. Sadhana School for the Developmentally Challenged and the Central School 
for the Education of the Deaf. 
After nearly 150 years of service to India, the Bank continues to be committed to the 
country and optimistic of positively contributing to the Indian Financial Sector. The 
Standard Chartered Group considers India to be one of the greatest economic 
opportunities of the 2P' century and is proud to be so strongly positioned here. They ha\e 
ambitious plans to transform the business in the country and have announced plans to 
expand their operations to additional cities. An institution that evolved during the 
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expansion of European colonial empires is today committed to building business in 
developing nations. Their primary emphasis has been on cash flow and sound 
management. They spend research and development money on product improvement and 
innovation. They always plan for the future. They spend a lot of money on their people, 
as they think they are the key to the success of any organization. 
It began to expand its branch network in developing countries and now has one of the 
largest of any foreign bank in Africa, the Middle East and Asia. They are in every Asian 
country except North Korea. The Bank ranked as the 92"'' largest bank in the world. This 
may look small but the bank has been named as the biggest global bank, meaning the 
number of businesses it has outside of its home base, Britain. More than 70% of its 
business is in abroad. In size, they are not that big in comparison to other banks. Their 
chosen strategy is not size. They have concentrated on providing product expertise, risk 
control, a global presence and a long-established and therefore reliable and 
knowledgeable banking network. They want to be the bank of choice in the areas 'they 
operate and, if we measure them by that objective, they are highly successful*. The 
largest profits are generated from Hong Kong, Singapore and Malaysia; then come 
Thailand and Indonesia. The Bank runs three lines of business: corporate and institutional 
banking, consumer banking and treasury services. Corporate and Institutional banking 
also includes custodial services. In the corporate sector, the bank has a customer base of 
large multinationals. But serving trade is its prime focus and it is looking to small and 
medium-sized export businesses. 
[www.answers.com/topic/standard chartered pic] 
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8.1. Profile of Respondents 
The Chapter begins with outlining the bankwise profile of target group of respondents. 
from whom primary data and information were collected mostly by holding personal 
discussions. They were the clerical and officers employees in various categories - some 
were functional and departmental heads, heading the departments at their local 
administrative offices depending upon the organizational structure of banks. Their profile 
is with respect to Age, Qualifications and Designation. These personal details of target 
group of respondents will be utilized in later part of our discussions in subsequent 
chapter. 
Table - 1: Age Break-up 
Sr. 
No. 
1. 
2. 
3. 
Name of 
Banks 
Bank of 
Baroda 
1 C I C 1 
Bank 
Standard 
Chartered 
Bank 
TOTAL 
20-25 
5 
4 
8 
17 
26-30 
6 
12 
17 
35 
31-35 
11 
36 
27 
74 
36-40 
13 
13 
10 
36 
41-45 
19 
11 
6 
36 
46-50 
31 
10 
7 
48 
51-55 
28 
5 
4 
37 
56-60 
6 
-
6 
Total 
119 
91 
79 
289 
Table - 2: Qualifications Details 
Sr. No. 
1. 
2. 
Name of 
Banks 
Bank of 
Baroda 
1 C 1 C I 
Bank 
Sec. & 
Hr. Sec. 
7 
-
Graduate 
46 
6 
Post-
Graduate 
51 
40 
Professionals 
15 
45 
Total 
119 
91 
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3. Standard 
Chartered 
Bank 
TOTAL 
' 
7 
2 
54 
29 
120 
48 
108 
79 ; 
289 
''MBA/ ICWA/ MSW/ CA/ Engineer 
Table-3; Designation Details 
Sr. 
No. 
1. 
2. 
3. 
Name of 
Banks 
Bank of 
Baroda 
I C I C 1 
Bank 
Standard 
Chartered 
Bank 
TOTAL 
Clerk 
34 
-
34 
0 
I 
21 
13 
27 
61 
F 
II 
33 
66 
44 
143 
F 
III 
22 
10 
8 
40 
I 
IV 
6 
1 
7 
C 
V 
2 
1 
3 
E 
VI 
1 
-
1 
R 
VII 
-
-
-
Total 
119 
91 
79 
289 
8.2. Description of Data & Variables 
In Chapter 4, we have discussed the specific objectives of our study followed by the 
Hypotheses to be tested and while discussing Research Methodology we have discussed 
method of data collection, design of Questionnaire, schedule of primary data collection 
and the data analysis procedure. The Questionnaire having designed to cover various HR 
and business parameters having impact on the performance of banks, captured the 
varying individual perceptions of all categories of employees ranging from Clerical to 
Officers in their various Grades of I, H, IH, IV, V and VI working in various 
administrative and operational settings. The parameters selected are mainly based on 
previous studies of same nature and the level of competition coming up in todays 
international market of banking business. The grades of officers besides clerical are 
defined as under for the sake of common understanding of every one. 
Grades - I - Officer/ Probationary Officer 
II - Manager 
C 'hapler S 152 
Data Analysis and Interpretations 
III - Senior Manager 
IV - Chief Manager 
V - Assistant General Manager, and 
VI - Deputy General Manager 
There is a slight difference in the grades of officers of private «& foreign sector banks 
from the above (of a public sector bank). They have Officers equivalent to Grade-! 
(Officer/ Probationary Officer of public sector bank). Assistant Manager equivalent to 
Grade-II (Manager in public sector bank), Manager equivalent to Grade-Ill (Senior 
Manager in public sector bank) and likewise. The Officers covered for study in Public 
Sector Bank were up to the Grade of VI- Deputy General Manager whereas that of the 
Private Sector Bank up to the Grade of III- Senior Managers and 01 of Grade-Vl, the 
Deputy General Manager and that of the Foreign Bank were up to the Grade of Ill-
Senior Manager only due to the limitations on their accessibility. These two categories of 
banks viz; ICICI and Standard Chartered are officers- oriented banks because they do not 
hire the staff at the clerical level. 
In this chapter, we will be studying the relationships between Performance Appraisal 
System (PAS), an Independent Variable and the following HR functions (Intermediating 
Variables), and then subsequent impact of these HR functions on the Performance, 
Working Results (WR) of bank/s, a Dependent Variable by working out the Pearson 2-
tailed Bivariate Correlation Coefficients by using SPSS software, version 11.. 
/. Counseling and Career Development (CCD) 
2. Administrative and Operational Control (AOC) 
3. Recruitments/ Selection (R/S) 
4. Trainings/ Job Enlargement (T/JE) 
5. Promotions/ Elevation (P/E) 
6. Transfers/ Placements (T/P) 
7. Rewards/Benefits (R/B), and 
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8. Punishments (P) for mistakes/ lapses/ misconduct 
The statistical results so obtained, will be presented in the form oi Correlation Matrix loi-
analysis and discussion in the subsequent chapter. The Correlation Matrix is represented 
with three numbers for each correlation. The top number is the actual Pearson Correlation 
Coefficient which ranges from -1.00 to +1.00. The further away the correlation is from 
zero, the stronger the relationship. The next number is the probability {p). we are looking 
for probabilities less than .05 in order to reject the null hypothesis and conclude that the 
correlation differs significantly from a correlation of zero. The third number is the sample 
size. The correlation coefficient that can not be computed is represented as a dot. 
[Source: www.mhhe.com/socscience/psychology/runyon/SPSS/pearson. html]. 
Pearson Correlation Coefficient describes the relationship between two 
continuous variables and is most common measure of linear relationship. 
Below each correlation coefficient is the actual '/?' value followed by the N for 
the sample. 
'/?' value indicates the (statistical) level of significance of the correlation 
coefficients. If the value of '/?' (level of significance value) is small (smaller than 
0.05), the correlation is significant and two variables are linearly related. And if 
the value of ' p ' is large (larger than 0.05), then the correlation between the two 
variables is insignificant. 
The correlation coefficient has a range of possible values from -1 to +1. The value of 
correlation coefficient indicates the strength of the relationship (larger the value, stronger 
the relationships), while the sign (+, -) indicates the direction of relationships (positive or 
negative). If r = +1, the correlation is perfect and positive and if r == -1 , correlation is 
perfect and negative. [docs.lcsu.edu.sa/PDF/Articles27/Article27047.pdf]. 
8.3. Data Analysis 
As explained in Chapter 4 under 'Method of Data Collection and Questionnaire Design", 
the Questionnaire having designed based on 10 broad HR functions and Systems 
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according to the objectives of study consisting of 33 questions and the questions having 
grouped in those 10 Groups according to the areas, are given as under for read\ 
reference. 
/. Performance Appraisal System (questions 1-5 = 5) 
2. Counseling & Career Development (questions 6-8 = 3) 
3. Administrative & Operational Control (questions 9 - 10 = 2) 
4. Recruitments/ Selection (questions 11-13 =3) 
5. Trainings/Job enlargement (questions 14- 19 = 6) 
6. Promotions/ Elevations (questions 20-22 - 3) 
7. Transfers/ Placements (questions 23 -24 = 2) 
8. Rewards/ Benefits (questions 25 -26 = 2) 
9. Punishments (question 27 = 1) 
10. Working Results/ Performance of Banks (questions 28- 33=^ 6) 
With given conceptual background of Pearson Correlation Coefficient, we are now 
studying the relationship between the Performance Appraisal System (no.l) and eight HR 
functions (nos. 2 to 9) and then subsequent effects of these HR functions on the Working 
Results of banks (no. 10). However, we will begin the data analysis with testing the level 
of significance of questions and group of questions for each bank using T-test and then 
working out the correlation coefficient by using Pearson 2-tailed correlation coefficient. 
8.3.1. Using T-test 
To test the significance level of each question and each group of questions, we have 
worked out Mean and t-values of each question by applying T-test based on 1) One-
Sample Statistics and 2) One-Sample Test as demonstrated in APPENDIX in the form of 
Tables: A-1 & A-2 for Bank of Baroda, Tables: A-3 & A-4 for 1 C 1 C 1 Bank and Tables: 
A-5 & A-6 for Standard Chartered Bank, and found most of them to be significant as 
their values are 3 and more than 3 (3 being the numerical value of response 'Neither 
Agree Nor Disagree' of the questions). 
As all the 33 questions were clubbed in 10 groups on the basis of nature of questions and 
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hypotheses, accordingly Average Mean and Average t-values for each group of questions 
were worked out for each bank. These values are also found to be subsequently 
significant as they are 3 and more than 3, except a few one which is either insignificant or 
negative, are given here as under in Table-5. For Mean and i-valnes of individual 
questions to individual banks, the respective table of the respective bank can be referred 
in APPENDIX. 
Table - 4 
Average Mean and t-values 
Sr. 
No. 
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10. 
Description of HR 
Functions 
Performance 
Appraisal System 
Counseling and 
Career Development 
Administrative and 
Operational Control 
Recruitments/ 
Selection 
Trainings/ Job 
Enlargement 
Promotions/ 
Elevation 
Transfers/ Placement 
Capital Rewards/ 
Benefits 
Punishments 
Working Results 
Set of 
Questions 
1-5 
6-8 
9-10 
11-13 
14-19 
20-22 
23-24 
25-26 
27 
28-33 
Bank of 
Baroda 
Average 
Value of 
Mean t 
3.5412 7.449 
3.6723 10.499 
3.2437 3.252 
3.5462 6.023 
3.6485 9.649 
3.0728 0.761 
3.8404 9.856 
3.6681 7.798 
2.8403 -1.742 
3.4874 5.470 
ICICI Bank 
Average 
Value of 
Mean t 
3.8066 10.379 
4.1758 22.705 
3.5000 5.110 
3.9194 11.067 
4.1484 16.719 
3.2161 1.004 
4.1209 23.050 
4.1814 23.895 
2.2527 -8.103 
3.7967 8.918 
S C Bank 
Average 
Value of 
Mean t 
3.7570 10.608 
4.2363 17.003 
3.5380 6.672 
4.0233 10.092 
4.2363 16.940 
2.9029 -2.303 
4.1329 14.743 
3.8924 8.714 
2.6709 -3.351 
3.8755 9.254 
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8.3.2. Using Pearson 2-tailed Correlation Coefficient 
8.3.2.1. Bankof Baroda: 
8.3.2.1.1. 
Correlation Table: 1. la 
(Performance Appraisal System and Counseling and Career Development) 
PAS Pearson Correlation 
Sig. (2-tailed) 
N 
CCD Pearson correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
119 
.195* 
.034 
119 
Counseling & Career 
Development (CCD) 
.195* 
.034 
119 
1 
119 
*Correlation is significant at the 0.05 level (2-tailed) 
The Correlation Table (1.1a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Counseling and Career Development. 
The level of significance value is 0.034 (less than 0.05) and the correlations are found to 
be significant at 0.05 level of significance. The correlation reveals a significant 
correlation coefficient (0.195) at the 0.05 level, and the level of confidence is measured at 
95%. 
Correlation table; 1. lb 
(Counseling and Career Development and Working Results) 
CCD Pearson Correlation 
Sig. (2-tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Counseling and Career 
Development (CCD) 
1 
119 
.142 
.122 
119 
Working Results (WR) 
.142 
.122 
119 
1 
119 
The Correlation Table (1.1b) summarizes the computation of correlation between the 
dimensions of Counseling and Career Development and Working Results of bank. The 
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level of significance value here is 0.122 (much more than 0.05) and therefore, 
correlations have been found to be insignificant. The correlation reveals a positive but an 
insignificant correlation coefficient (0.142). 
8.3.2.1.2. 
Correlation Table; 1.2a 
(Performance Appraisal System and Administrative and Operational Control) 
PAS Pearson Correlation 
Sig. (2-tailed) 
N 
AOC Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
119 
.005 
.959 
119 
Administrative & 
Operational Control 
(AOC) 
.005 
.959 
119 
1 
119 
The Correlation Table (1.2a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Administrative and Operational 
Control. The level of significance value is 0.959 (much more than 0.05) and therefore, 
correlations are found to be insignificant. The correlation reveals a positive but an 
insignificant correlation coefficient (0.005). 
Correlation Table: 1.2b 
(Administrative and Operational Control and Working Results) 
AOC Pearson Correlation 
Sig. (2-tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Administrative and 
Operational Control 
(AOC) 
1 
119 
.225* 
.014 
119 
Working Results (WR) 
.225* 
.014 
119 
1 
119 
•Correlation is significant at the 0.05 level (2-tailed) 
The Correlation Table (1.2b) summarizes the computation of correlation between the 
dimensions of Administrative and Operational Control (AOC) and Working Results 
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(WR) of bank. The level of significance value is 0.014 (less than 0.05) and the 
correlations are found to be significant at 0.05 level of significance. The correlation 
reveals a positive and significant correlation coefficient (0.225) at the 0.05 level. 
8.3.2.1.3. 
Correlation Table; 1.3a 
(Performance Appraisal System and Recruitments/ Selection) 
PAS Pearson Correlation 
Sig. (2-tailed) 
N 
R/S Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
119 
.200* 
.029 
119 
Recruitments/ Selection 
(R/S) 
.200* 
.029 
119 
1 
119 
*Correlation is significant at the 0.05 level (2-tailed) 
The Correlation Table (1.3a) summarizes the computation of correlation between the 
dimensions of Performance Appraisal System (PAS) and Recruitments/ Selection (R/S). 
The level of significance value is 0.029 (less than 0.05) and the correlations are found to 
be significant at 0.05 level of significance. The correlation reveals a positive and 
significant correlation coefficient (0.200) at the 0.05 level, and the level of confidence is 
measured at 95%. 
Correlation Table: 1.3b 
(Recruitments/ Selection and Working Results) 
R/S Pearson Correlation 
Sig. (2-tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Recruitments/ Selection 
(R/S) 
1 
119 
.176 
.055 
119 
Working Results (WR) 
.176 
.055 
119 
1 
119 
The Correlation Table (1.3b) depicts the computation of correlation between the 
dimensions of Recruitments/ Selection and Working Results of bank. The level of 
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significance value is 0.055 (little more than 0.05) and correlations have been found to be 
slightly insignificant. The correlation therefore reveals a positive but an insignificant 
correlation coefficient (0.176). 
8.3.2.1.4. 
Correlation Table; 1.4a 
(Performance Appraisal System and Trainings/ Job Enlargement) 
PAS Pearson Correlation 
Sig. (2-tailed) 
N 
T/JE Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
119 
.264** 
.004 
119 
Trainings/ Job 
Enlargement (T/ JE) 
.264** 
.004 
119 
1 
119 
** Correlation is significant at the 0.01 level (2-tailed) 
The Correlation Table (1.4a) depicts the computation of correlation between the 
dimensions o^Performance Appraisal System and Trainings/ Job Enlargement. The level 
of significance value is 0.004 (much less than 0.05, even less than 0.01). The correlations 
are found to be significant at 0.01 level of significance and the two variables are linearly 
related. The correlation reveals a positive and significant correlation coefficient (0.264) at 
the 0.01 level, and the level of confidence is measured at 99%. 
Correlation Table: 1.4b 
(Trainings/ Job Enlargement and Working Results) 
T/JE Pearson Correlation 
Sig. (2-tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Trainings/ Job 
Enlargement (T/ JE) 
1 
119 
.475** 
.000 
119 
Working Results (WR) 
475** 
.000 
119 
1 
119 
**Correlation is significant at the 0.01 level (2-tailed) 
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The Correlation Table (1.4b) depicts the computation of correlation between the 
dimensions of Trainings/ Job Enlargement and Working Results of hank. The level of 
significance value is 0.000 (less than 0.05, even less than 0.01). The conelations are 
found to be highly significant at 0.01 level of significance and the two variables are 
linearly related. The correlation reveals a positive and highly significant correlation 
coefficient (0.475) at the 0.01 level, and the level of confidence is measured at 99%, 
0.3.2.1.5, 
Correlation table: 1.5a 
(Performance Appraisal System and Promotions/ Elevation) 
PAS Pearson Correlation 
Sig. (2-tailed) 
N 
P/E Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
119 
-.050 
.589 
119 
Promotions/ Elevation 
(P/E) 
-.050 
.589 
119 
1 
119 
The Correlation Table (1.5a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Promotions/ Elevation. The lev el of 
significance value is 0.589 (much more than 0.05) and therefore, correlations have been 
found to be insignificant. The correlation reveals an insignificant and negative correlation 
coefficient (-0.050). 
Correlation Table: 1.5b 
(Promotions/ Elevation and Working Results) 
P/E Pearson Correlation 
Sig. (2-tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Promotions/ Elevation 
(P/E) 
1 
119 
.042 
.651 
119 
Working Results (WR) 
.042 
.651 
119 
1 
119 
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The Correlation Table (1.5b) depicts the computation of correlation between the 
dimensions of Promotions/ Elevation (P/E) and Working Results (WR) of bank. The level 
of significance value is 0.651 (much more than 0.05) and correlations have been found to 
be insignificant. The correlation reveals a positive but an insignificant correlation 
coefficient (0.042). 
8.3.2.1.6. 
Correlation Table: 1.6a 
(Performance Appraisal System and Transfers/ Placement) 
PAS Pearson Correlation 
Sig. (2-tailed) 
N 
T/P Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
119 
.062 
.502 
119 
Transfers/ Placement (T/P) 
.062 
.502 
119 
1 
119 
The Correlation Table (1.6a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Transfers/ Placement. The level of 
significance value is 0.502 (much more than 0.05) and therefore, correlations are found to 
be insignificant. The correlation reveals a positive but an insignificant correlation 
coefficient (0.062). 
Correlation Table; 1.6b 
(Transfers/ Placement and Working Results) 
T/P Pearson Correlation 
Sig. (2-tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Transfers/ Placement 
(T/P) 
1 
119 
.164 
.074 
119 
Working Results (WR) 
.164 
.074 
119 
1 
119 
The Correlation Table (1.6b) depicts the computation of correlation between the 
dimensions of Transfers/ Placement and Working Results of bank. The level of 
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significance value is 0.074 (more than 0.05) and correlations are found to be 
insignificant. The correlation reveals a positive but an insignificant correlation coefficient 
(0.164). 
8.3.2.1.7. 
Correlation Table: 1.7a 
(Performance Appraisal System and Capital Rewards/ Benefits) 
PAS Pearson Correlation 
Sig. (2-tailed) 
N 
CR/B Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
119 
.097 
.293 
119 
Capital Rewards/ Benefits 
(R/B) 
.097 
.293 
119 
1 
119 
The Correlation Table (1.7a) depicts the computation of correlation between the 
dimensions oi Performance Appraisal System and Capital Rewards/ Benefits. The level of 
significance value is 0.293 (more than 0.05) and therefore, correlations have been found 
to be insignificant. The correlation reveals an insignificant correlation coefficient (0.097). 
Correlation Table; 1.7b 
(Capital Rewards/ Benefits and Working Results) 
CR/B Pearson Correlation 
Sig. (2-tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Capital Rewards/ 
Benefits (CR/B) 
1 
119 
-.160 
.081 
119 
Working Results (WR) 
-.160 
.081 
119 
1 
119 
The Correlation Table (1.7b) depicts the computation of correlation between the 
dimensions of Capital Rewards/ Benefits and Working Results of bank. The level of 
significance value is 0.081 (more than 0.05) and correlations are found to be 
insignificant. The correlation reveals a negative correlation coefficient (-0.160). 
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8.3.2.1.8. 
Correlation Table; 1.8a 
(Performance Appraisal System and Punishments) 
PAS Pearson Correlation 
Sig. (2-tailed) 
N 
P Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
119 
.038 
.678 
119 
Punishments (P) 
.038 
.678 
119 
1 
119 
The Correlation Table (1.8a) summarizes the computation of correlation between the 
dimensions of Performance Appraisal System and Punishments. The level of significance 
value is 0.678 (much more than 0.05) and therefore, correlations are found to be 
insignificant. The correlation reveals a positive but an insignificant correlation coefficient 
(0.038). 
Correlation Table: 1.8b 
(Punishments and Working Results) 
P Pearson Correlation 
Sig. (2-tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Punishments (P) 
1 
119 
.057 
.537 
119 
Working Result (WR) 
.057 
.537 
119 
1 
119 
The Correlation Table (1.8b) depicts the computation of correlation betw e^en the 
dimensions of Punishments (P) for mistakes/ lapses and Working Results (WR) of bank 
The level of significance value is 0.537 (much more than 0.05) and correlations arc found 
to be insignificant. The correlation reveals a positive but an insignificant correlation 
coefficient (0.057). 
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8.3.2.2.1 C I C I Bank: 
8.3.2.2.1. 
Correlations Table 2.1a 
(Performance Appraisal System and Counseling and Career Development) 
PAS Pearson Correlation 
Sig. (2-Tailed) 
N 
CCD Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
91 
.192 
.069 
91 
Counseling and 
Career 
Development 
(CCD) 
.192 
.069 
91 
1 
91 
The Correlation Table (2.1a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Counseling and Career Development. 
The level of significance value in 0.069 (more than 0.05) and correlations are found to be 
insignificant. The correlation reveals an insignificant correlation coefficient (0.192). 
Correlation Table; 2.1b 
(Counseling and Career Development and Working Results) 
CCD Pearson Correlation 
Sig. (2-Tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Counseling and Career 
Development (CCD) 
1 
91 
.401** 
.000 
91 
Working Results 
(WR) 
.401** 
.000 
91 
I 
91 
• * Correlation is significant at the 0.01 level 
The Correlation Table (2.1b) depicts the computation of correlation between the 
dimensions of Counseling and Career Development and Working Results of bank. The 
level of significance value is 0.000 (even below 0.01) and correlations are found to be 
highly significant at 0.01 level of significance and 2 variables are linearly related. The 
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correlation reveals a positive and significant correlation coefficient (.401) ai 0.01 level 
and the level of confidence is measured at 99%. 
8.3.2.2.2. 
Correlation Table 2.2a 
(Performance Appraisal System and Administrative and Operational Control) 
PAS Pearson Correlation 
Sig. (2-Tailed) 
N 
AOC Pearson Correlation 
Sig. (2-tailed) 
N 
Performance 
Appraisal System 
(PAS) 
1 
91 
.365** 
.000 
91 
Administrative and 
Operational Control 
(AOC) 
.365** 
.000 
91 
1 
91 
** Correlation is significant at the 0.01 level (2-tailed) 
The Correlation Table (2.2a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Administrative and Operational 
Control. The level of significance value in 0.000 (below even 0.01) and correlations are 
found to be highly significant and 2 variables are linearly related. The correlation reveals 
a significant correlation coefficient (.365). 
Correlation Table: 2.2b 
(Administrative and Operational Control and Working Results) 
AOC Pearson Correlation 
Sig. (2-Tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Administrative and 
Operational Control (AOC) 
1 
91 
.189 
.073 
91 
Working Results 
(WR) 
.189 
.073 
91 
1 
91 
The Correlation Table (2.2b) depicts the computation of correlation between the 
dimensions of Administrative and Operational Control (AOC) and Working Results of 
bank (WR). The level of significance value in 0.073 (more than 0.05) and correlations arc 
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found to be insignificant. The correlation reveals an insignificant con'elation coeftlcient 
(0.189). 
8.3.2.2.3. 
Correlation table 2.3a 
(Performance Appraisal System and Recruitments/ Selection) 
PAS Pearson Correlation 
Sig. (2-Tailed) 
N 
R/S Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
91 
.445** 
.000 
91 
Recruitments/ 
Selection (R/S) 
445** 
.000 
91 
1 
91 
** Correlation is significant at the 0.01 level 
The Correlation Table (2.3a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Recruitments/ Selection. The level of 
significance value in 0.000 (below 0.01) and correlations are found to be highly 
significant at 0.01 level of significance and 2 variables are linearly related. The 
correlation reveals a positive and significant correlation coefficient (.445) at 0.01 level, 
and the level of confidence is measured at 99%. 
Correlation Table: 2.3b 
(Recruitments/ Selection and Working Results) 
R/S Pearson Correlation 
Sig. (2-Tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Recruitments/ 
Selection (R/S) 
1 
91 
.352** 
.001 
91 
Working Results 
(WR) 
I C ' ) * * 
.001 
91 
1 
91 
** Correlation is significant at the 0.01 level 
The Correlation Table (2.3b) depicts the computation of correlation between the 
dimensions of Recruitments/ Selection and Working Results of bank. The level of 
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significance value is 0.001 and correlations are found to be highly significant at 0.01 
level of significance and 2 variables are having linear relationship. The correlation 
reveals a positive and significant correlation coefficient (.352) at 0.01 level, and the level 
of confidence is measured at 99%. 
8.3.2.2.4. 
Correlation table: 2.4a 
(Performance Appraisal System and Trainings/ job Enlargement) 
PAS Pearson Correlation 
Sig. (2-Tailed) 
N 
T/JE Pearson Correlation 
Sig. (2-tailed) 
N 
Performance 
Appraisal System 
(PAS) 
1 
91 
.285** 
.006 
91 
Transfers/ Job 
Enlargement (T/JE) 
.285** 
.006 
91 
1 
91 
** Correlation is significant at the 0.01 level 
The Correlation Table (2.4a) depicts the computation of correlation between the 
dimensions oiPerformance Appraisal System and Trainings/ Job Enlargement The level 
of significance value in 0.006 (much less than 0.05) and correlations are found to be 
highly significant at 0.01 level of significance and 2 variables are linearly related. The 
correlation reveals a positive and significant correlation coefficient (.285) at 0.01 level. 
and the level of confidence is measured at 99%. 
Correlation table; 2.4b 
(Trainings/ Job Enlargement and Working Results) 
T/JE Pearson Correlation 
Sig. (2-Tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
** Correlation is significant at t 
Trainings/ Job 
Enlargement (T/JE) 
1 
91 
.669** 
.000 
91 
he 0.01 level 
Working Results 
(WR) 
.669** 
.000 
91 
1 
91 
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The Correlation Table (2.4b) depicts the computation of correlation between the 
dimensions of Trainings/ Job Enlargement and Working Results of bank. The level of 
significance value in 0.000 (below 0.01) and correlations are found to be highh 
significant at 0.01 level of significance and 2 variables are linearly related. The 
correlation reveals a positive and significant correlation coefficient (.669) at 0.01 level. 
and the level of confidence is measured at 99%. 
8.3.2.2.5. 
Correlsktions Tabic; 2.5a 
(Performance Appraisal System and Promotions/ Elevation) 
PAS Pearson Correlation 
Sig. (2-Tailed) 
N 
P/E Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
91 
.126 
.235 
91 
Promotions/ 
Elevation (P/E) 
.126 
.235 
91 
1 
91 
The Correlation Table (2.5a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Promotions/ Elevation. The level of 
significance value in 0.235 (more than 0.05) and correlations are found to be 
insignificant. The correlation reveals an insignificant correlation coefficient (0.126). 
Correlation table: 2.5b 
P/E 
WR 
(Promotions/ Elevation and Working Results) 
Pearson Correlation 
Sig. (2-Tailed) 
N 
Pearson Correlation 
Sig. (2-tailed) 
N 
Promotions/ Elevation 
(P/E) 
I 
91 
.255* 
.015 
91 
Working Results 
(WR) 
.255* 
.015 
91 
1 
91 
• Correlation is significant at the 0.05 level 
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The Correlation Table (2.5b) depicts the computation of correlation between the 
dimensions of Promotions/ Elevations and Working Results of bank. The le\el ot 
significance value in 0.015 (much below 0.05) and correlations are found to be 
significant at 0.05 level of significance. The correlation reveals a positive and significant 
correlation coefficient (.255) at 0.05 level, and the level of confidence is measured ai 
95%. 
8.3.2.2.6. 
Correlations Table: 2.6a 
(Performance Appraisal System and Transfers/ Placement) 
PAS Pearson Correlation 
Sig. (2-Tailed) 
N 
T/P Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
91 
.045 
.671 
91 
Tranfers/ Placement 
(T/P) 
.045 
.671 
91 
1 
91 
The Correlation Table (2.6a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Transfers/ Placement. The level of 
significance value in 0.671 (more than 0.05) and correlafions are found to be 
insignificant. The correlation reveals an insignificant correlation coefficient (0.045). 
Correlations Table: 2.6b 
(Transfers/ Placement and Working Results) 
T/P Pearson Correlation 
Sig. (2-Tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Transfers/ Placement 
(T/P) 
1 
91 
.081 
.446 
91 
Working Results 
(WR) 
.081 
.446 
91 
1 
91 
The Correlation Table (2.6b) depicts the computation of correlation between the 
dimensions of Transfers/ Placement (T/P) and Working Results (WR) of bank. The level 
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of significance value in 0.446 (much more than 0.05) and correlations are found to be 
insignificant. The correlation reveals an insignificant correlation coefficient (0.081). 
8.3.2.2.7. 
Correlations Table; 2.7a 
(Performance Appraisal System and Capital Rewards/ Benefits) 
PAS Pearson Correlation 
Sig. (2-Tailed) 
N 
CR/B Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
91 
.122 
.248 
91 
Capital Rewards/ 
Benefit (CR/B) 
.122 
.248 
91 
1 
91 
The Correlation Table (2.7a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Capital Rewards/ Benefits. The level 
of significance value in 0.248 (more than 0.05) and correlations are found to be 
insignificant. The correlafion reveals an insignificant correlation coefficient (0.122). 
Correlations Table; 2.7b 
(Capital Rewards/ Benefits and Working Results) 
CR/B Pearson Correlation 
Sig. (2-Tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Capital Rewards/ Benefits 
(CR/B) 
1 
91 
.029 
.784 
91 
Working Results 
(WR) 
.029 
.784 
91 
1 
91 
The Correlation Table (2.7b) depicts the computation of correlation between the 
dimensions of Capital Rewards/ Benefits and Working Results of bank. The level of 
significance value in 0.784 (much more than 0.05) and correlations are found to be 
insignificant. The correlation reveals an insignificant correlation coefficient (0.029). 
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8.3.2.2.8. 
Correlations Table; 2.8a 
(Performance Appraisal System and Punishments) 
PAS Pearson Correlation 
Sig. (2-Tailed) 
N 
P Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
91 
.111 
.293 
91 
Punishments (P) 
.111 
.293 
91 
1 
91 
The Correlation Table (2.8a) depicts the computation of correlation between the 
dimensions oi Performance Appraisal System and Punishments. The level of significance 
value in 0.293 (more than 0.05) and correlations are found to be insignificant. The 
correlation reveals an insignificant correlation coefficient (0.111). 
Correlation Table; 2.8b 
(Punishments and Working Results) 
P Pearson Correlation 
Sig. (2-Tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Punishments (P) 
1 
91 
-.273** 
009 
91 
Working Results 
(WR) 
-.273** 
.009 
91 
1 
91 
** Correlation is significant at the 0.01 level 
The Correlation Table (2.8b) depicts the computation of correlation between the 
dimensions of Punishment (P) and Working Results (WR) of bank. The level of 
significance value in 0.009 (much less than 0.01) and correlations are found to be 
negative and highly significant at 0.01 level of significance. The correlation reveals a 
negative and highly significant correlation coefficient (-.273). 
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8.3.2.3. Standard Chartered Bank 
8.3.2.3.1. 
Correlation Table: 3.1a 
(Performance Appraisal System and Counseling and Career Development) 
PAS Pearson Correlation 
Sig. (2-Tailed) 
N 
CCD Pearson Correlation 
Sig. (2-tailed) 
N 
Performance 
Appraisal 
System (PAS) 
1 
79 
.035 
.761 
79 
Counseling and Career 
Development (CCD) 
.035 
.761 
79 
1 
79 
The Correlation Table (3.1a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System (PAS) and Counseling and Career 
Development (CCD). The level of significance value is 0.761 (much more than 0.05) and 
correlations are found to be insignificant. The correlation reveals an insignificant 
correlation coefficient (.035). 
Correlation Table; 3.1b 
(Counseling and Career Development and Working Results) 
CCD Pearson Correlation 
Sig. (2-Tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Counseling and Career 
Development CCD 
1 
79 
.316 
.114 
79 
Working 
Results (WR) 
.316 
.114 
79 
79 
The Correlation Table (3.1b) depicts the computation of correlation between the 
dimensions of Counseling and Career Development (CCD) and the Working Results 
(WR) of bank. The level of significance value is 0.316 (much more than 0.05) and 
correlations are found to be insignificant. The correlation reveals an insignillcant 
correlation coefficient (.114). 
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8.3.2.3.2.-
Correlation Table; 3.2a 
(Performance Appraisal System a/irf Administrative and Operational Control) 
PAS Pearson Correlation 
Sig. (2-Tailed) 
N 
AOC Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
79 
.134 
.239 
79 
Administrative and 
Operational Control 
(AOC) 
.134 
.239 
79 
1 
79 
The Correlation Table (3.2a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Administrative and Operational 
Control. The level of significance value is 0.239 (much more than 0.05) and correlations 
are found to be insignificant. The correlation reveals an insignificant correlation 
coefficient (.134). 
Correlation Table; 3.2b 
(Administrative and Operational Control and Working Results) 
AOC Pearson Correlation 
Sig. (2-Tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Administrative 
Operational Control 
(AOC) 
1 
79 
.320** 
.004 
79 
Working Results 
(WR) 
.320** 
.004 
79 
1 
79 
** Correlation is significant at the 0.01 level (2-tailed) 
The Correlation Table (3.2b) summarizes the computation of correlation between the 
dimensions oi Administrative and Operational Control and the Working Results of bank. 
The level of significance value is 0.004 (much less than 0.05) and correlations are found 
to be positive, highly significant at 0.01 level of significance and two variables are 
linearly correlated. The correlation reveals a positive and significant correlation 
coefficient (0.320). 
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8.3.2.3.3. 
Correlation Table; 3.3a 
(Performance Appraisal System and Recruitments/ Selection) 
PAS Pearson Correlation 
Big. (2-Tailed) 
N 
R/S Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
79 
.269* 
.017 
79 
Recruitments/ 
Selection (R/S) 
.269* 
,017 
79 
1 
79 
•Correlation is significant at the 0.05 level (2-tailed) 
The Correlation Table (3.3a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Recruitments/ Selection. The level of 
significance value is 0.017 (less than 0.05) and correlations are found to be significant at 
0.05 level of significance. The correlation reveals a significant correlation coefficient 
(.269). 
Correlation Table; 3.3b 
(Recruitments/ Selection and Working Results) 
R/S Pearson Correlation 
Sig. (2-Tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Recruitments/ Selection 
(R^S) 
1 
79 
.395** 
.000 
79 
Working Results 
(WR) 
395** 
.000 
79 
1 
79 
** Correlation is significant at the 0.01 level (2-tailed) 
The Correlation Table (3.3b) depicts the computation of correlation between the 
dimensions of Recruitments/ Selection and Working Results of bank. The level of 
significance value is 0.000 and correlations are found to be positive, highly significant at 
0.01 level of significance and two variables linearly correlated. The correlation reveals a 
positive and significant correlation coefficient (0.395), and the level of confidence is 
measured at 99%. 
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8.3.2.3.4. 
Correlation Table: 3.4a 
(Performance Appraisal System and Trainings/ job Enlargement) 
PAS Pearson Correlation 
Sig. (2-Tailed) 
N 
T/JE Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
79 
.245* 
.029 
79 
Trainings/ Job 
Enlargement (1/JE) 
.245* 
.029 
79 
1 
79 
* Correlation is significant at the 0.05 level (2-tailed) 
The Correlation Table (3.4a) depicts the computation of correlation between the 
dimensions o^Performance Appraisal System and Trainings/ Job Enlargement. The level 
of significance value is 0.029 (less than 0.05) and correlations are found to be significant 
at 0.05 level of significance. The correlation reveals a significant correlation coefficient 
(.245). 
Correlation Table; 3.4b 
(Trainings/ Job Enlargement and Working Results) 
T/JE Pearson Correlation 
Sig. (2-Tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Trainings/ Job 
Enlargement (T/JE) 
1 
79 
.688** 
.000 
79 
Workings Result 
(WR) 
.688** 
.000 
79 
1 
79 
** Correlation is significant at the 0.01 level (2-tailed) 
The Correlation Table (3.4b) depicts the computation of correlation between the 
dimensions of Trainings/ job enlargement and the Working Results of bank. The level of 
significance value is 0.000 and correlations are found to be positive, highly significant at 
0.01 level of significance and two variables are linearly correlated. The correlation 
reveals a positive and significant correlation coefficient (0.688) with 99% confidence 
level. 
Chapter H 176 
Data Analysis and Interpretations 
8.3.2.3.5. 
Correlation Table: 3.5a 
(Performance Appraisal System and Promotions/ Elevation) 
PAS Pearson Correlation 
Sig. (2-Tailed) 
N 
P/E Pearson Correlation 
Sig. (2-tailed) 
N 
Performance 
Appraisal System 
(PAS) 
1 
79 
.138 
.224 
79 
Promotions/ 
Elevation (P/E) 
.138 
.224 
79 
1 
79 
The Correlation Table (3.5a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Promotions/ Elevation. The level of 
significance value is 0.224 (much more than 0.05) and correlations are found to be 
insignificant. The correlation reveals an insignificant correlation coefficient (.138). 
Correlation Table; 3.5b 
(Promotions/ Elevation and Working Results) 
P/E Pearson Correlation 
Sig. (2-Tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Promotions/ Elevation 
(P/E) 
1 
79 
.263* 
.019 
79 
Workings Result 
(WR) 
.263* 
.019 
79 
1 
79 
* Correlation is significant at the 0.05 level (2-tailed) 
The Correlation Table (3.5b) depicts the computation of correlation between the 
dimensions of Promotions/ Elevations and the Working Results of bank. The level of 
significance value is 0.019 (much less than 0.05) and correlations are found to be positive 
and significant 0.05 level of significance. The correlation reveals a positive and 
significant correlation coefficient (0.263). 
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8.3.2.3.6. 
Correlation Table; 3.6a 
(Performance Appraisal System and Transfers/ Placement) 
PAS Pearson Correlation 
Sig. (2-Tailed) 
N 
T/P Pearson Correlation 
Sig. (2-tailed) 
N 
Performance Appraisal 
System (PAS) 
1 
79 
.059 
.604 
79 
Transfers/ 
Placement (T/P) 
.059 
.604 
79 
1 
79 
The Correlation Table (3.6a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Trasfers/Placemenl. The level of 
significance value is 0.604 (much more than 0.05) and correlations are found to be 
insignificant. The correlation reveals an insignificant correlation coefficient (.059). 
Correlation Table; 3.6b 
(Transfers/ Placement and Workings Result) 
T/P Pearson Correlation 
Sig. (2-Tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Transfers/ Placement 
(T/P) 
1 
79 
.207 
.067 
79 
Workings Result (WR) 
.207 
.067 
79 
1 
79 
The Correlation Table (3.6b) depicts the computation of correlation between the 
dimensions of Transfers/ Placement and the Working Results of bank. The level of 
significance value is 0.067 (more than 0.05) and correlations are found to be 
insignificant. The correlation reveals a positive and insignificant correlation coefficient 
(0.207). 
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8.3.2.3.7. 
Correlation Table: 3.7a 
(Performance Appraisal System and Capital Rewards/ Benefits) 
PAS Pearson Correlation 
Sig. (2-TaiIed) 
N 
CR/B Pearson Correlation 
Sig. (2-tailed) 
N 
Performance 
Appraisal System 
(PAS) 
1 
79 
.003 
.980 
79 
Capital Rewards/ 
Benefits (CR/B) 
.003 
.980 
79 
1 
79 
The Correlation Table (3.7a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Capital Rewards/ Benefits. The level 
of significance value is 0.980 (much more than 0.05) and correlations are found to be 
insignificant. The correlation reveals an insignificant correlation coefficient (.003). 
Correlation Table; 3.7b 
(Capital Rewards/ Benefits and Working Results) 
CR/B Pearson Correlation 
Sig. (2-TaiIed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
Capital Rewards/ 
Benefits (CR/B) 
1 
79 
.369** 
.001 
79 
Working Results 
(WR) 
.369** 
.001 
79 
1 
79 
** Correlation is significant at the 0.01 level (2-tailed) 
The Correlation Table (3.7b) depicts the computation of correlation between the 
dimensions oi Capital Awards/ Benefits (CR/B) and Working Results (WR) of bank. The 
level of significance value is 0.001 (much below 0.05 even below 0.01) and correlations 
are found to be positive, highly significant at 0.01 level of significance and two variables 
linearly correlated. The correlation reveals a positive and significant correlation 
coefficient (0.369). 
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8.3.2.3.8. 
Correlation Table: 3.8a 
(Performance Appraisal System and Punishments) 
PAS Pearson Correlation 
Sig. (2-Tailed) 
N 
P Pearson Correlation 
Sig. (2-tailed) 
N 
Performance 
Appraisal System 
(PAS) 
1 
79 
.111 
.333 
79 
Punishments 
(P) 
.111 
.333 
79 
1 
79 
The Correlation Table (3.8a) depicts the computation of correlation between the 
dimensions of Performance Appraisal System and Punishments. The level of significance 
value is 0.980 (much more than 0.05) and correlations are found to be insignificant. The 
correlation reveals an insignificant correlation coefficient (.003). 
Correlation Table; 3.8b 
(Punishments and Working Results) 
P Pearson Correlation 
Sig. (2-Tailed) 
N 
WR Pearson Correlation 
Sig. (2-tailed) 
N 
* Correlation is significar 
Punishments (P) 
1 
79 
-.253* 
.025 
79 
It at the 0.05 level (2-tai 
Workings Result 
(WR) 
-.253* 
.025 
79 
1 
79 
ed) 
The Correlation Table (3.8b) depicts the computation of correlation between the 
dimensions of Punishment (P) to employees and the Working Results (WR) of bank. The 
level of significance value is 0.025 (below 0.05) and therefore correlations are found to 
be significant at 0.05 level of significance. The correlation reveals a negative and 
significant correlation coefficient (-0.253). 
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Chapter 9 
Results and Discussions on Results 
9.1. Results 
This Chapter aims at discussing the major findings in Chapter 8 based on Statistical 
Analysis and Interpretations of data in terms of appHcation and relationship of 
Performance Appraisal System with various HR functions, systems and procedures and 
then their subsequent effects on the Working Results of banks. The investigations reveal 
that HR functions under study are either influenced or not influenced by Performance 
Appraisal System in respective banks. They are having varying effects on banks' working 
results depending upon their Human capital, HR policies, strategies, priorities, existing 
and prospective infrastructures and also the employees' awareness and perceptions about 
the banks' policies and procedures. Some results are found to be similar in nature, and 
some are different. There are more similarities found in the functioning of each bank with 
little variations. The reasons and nature of those variations are also investigated in the 
perspective of past study, present observations and future assessments with a view to 
reconstruct a more realistic and solution based HR policies and strategies to implement 
the concept of corporate excellence in the working of commercial banks in India. 
9.2. Bank wise Discussion of Results 
9.2.1 BankofBaroda 
Based on Test Value-3 of T-test significance from Table-5 of 'Average Mean and 
"t'values' in Chapter 8, the average Mean and 't'values of the questions 1 to 5 on 
Performance Appraisal System (PAS) are 3.5412 and 7.449 respectively, indicating 
thereby that the questions put to respondents on performance appraisal system are well 
acknowledged by them as they consider it highly significant for the employees and the 
bank as well. 
Based on Test Value-3 of T-test significance from Table-5 of 'Average Mean and 
Results and Discussions on Results 
•t'values' in Chapter 8, the average Mean and 't'values of questions 28 to 33 on Workini^ 
Results of bank (WR) are 3.4874 and 5.470 respectively, which also indicate that the 
questions on the subject are well defined as these are the factors which significantly 
contribute to the working results of bank/s. 
(Note: For all other Mean and't'values, Table-5 in Chapter 8 will be referred). 
9.2.1.1.-
Based on Test Value-3 of T-test significance, the average Mean and t-values of questions 
6 to 8 on Counseling and Career Development (CCD) forming the hypotheses HQ-I and 
Ho-9 are 3.6723 and 10.499 respectively, indicating thereby that the respondents have 
agreement to the questions on the issue of counseling and career development as they feel 
it is significant in their career as it does have positive influence on individual 
development of employees and also in the development of bank. 
Ho-1: (Correlation Table: 1.1a) - There is no significant relationship between 
Performance Appraisal System (PAS) and Counseling and Career Development (CCD) in 
the bank. 
Ho-9: (Correlation Table: 1.1b) - There is no significant effect of Counseling and 
Career Development (CCD) on the Working Results (WR) of bank. 
Analysis of Result -
The null hypothesis Ho-1 is rejected at 0.05 level of significance, and hence concluded 
that the correlation differs significantly from a correlation of zero. 
The null hypothesis Ho-9 is accepted, and hence concluded that the correlation does not 
differ significantly from a correlation of zero. 
The analysis of the study (Correlation Table-1.1 a) reveals that the Performance Appraisal 
System (PAS) in Bank of Baroda, the public sector bank has significant relationship with 
Counseling and Career Development (CCD. This demonstrates that based on personal 
Chapter'^ 182 
Results ami Discussions on Results 
information furnished by the employees in their Performance Appraisal System, the 
counseling and career development aspect of employees is of late slowly taken care of b\ 
this bank. However, it is yet to be of highly significant order. Till recent past, there used 
to be no evidence available of formal counseling system being practiced in Indian public 
sector banks, resulting into great frustration to the employees. The career development 
plan and counseling has always been an important tool available to any bank lo ailraci 
and retain the talents in the backdrop of highly competitive market-driven economy. 
However, the result of the subsequent study followed by (Correlation Table-1.1b) 
indicates that there is no significant impact of Counseling and Career Development Plan 
on the Working Results of bank. It may be true that counseling and career development 
plan does have significant effect on the performance of an individual employee; however, 
it may not necessarily be true that the performance of an individual employee will always 
significantly contribute to overall performance of the bank due to many other factors and 
reasons prevailing in the bank. There could be another probable reason that although the 
concept of counseling and career development plan has been well understood by the 
employees of bank; however, it has not yet gained the management's total acceptability 
and thereby lacking the effectiveness in bank's results. Since the counseling and career 
development plan is most sought of in today's competitive environment; the biggest 
strength lies in its objective, is to provide career effectiveness and success of the 
personnel. The top management of bank has to understand its gravity and involve 
themselves in the process of career planning. Leeladhar (2006), the Deputy Governor of 
RBI, while delivering an speech at a seminar, insisted that the banks need to focus on 
appropriate capacity building measures to equip their staff to handle advanced risk 
management systems and senior executives also need to equally equip themselves with 
appropriate skills to have effective supervision of banks. In the likelihood of a high level 
of attrition in the system, banks need to focus on motivating their skilled staff and 
retaining them. In this regard, he further clarified that capacity building should be across 
the institution and not confined to any particular level or any particular area. In this 
context, a study by Francis and Keegan (2006) had also reported the need for a more 
balanced HR agenda/ strategy addressing human and economic concerns in current and 
future models of HRM. The more balanced agenda is the key to shaping future successful 
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HR work. There is now an awareness growing in the organizations/ bani<s that the> 
should consider the well-being of their employees, if they want the well-being of the 
organizations. 
9.2.1.2.-
Based on the Test Value-3 of T-test significance, the average Mean and i-values of 
questions 9 & 10 on Administrative and Operational Control (AOC) forming the 
hypotheses Ho-2 and Ho-10 are 3.2437 and 3.252 respectively, indicating thereby that the 
issue is significant not only for the employees but also for the bank's overall 
development. It commands positive response from both, the employees and the bank. 
Ho-2 :(Correlation Table: 1.2a) - There is no significant relationship between 
Performance Appraisal System (PAS) and Administrative and Operational Control 
f>}OQ in the bank. 
Ho-10 :(Correlation Table: 1.2b) - There is no significant impact of Administrative and 
Operational control (AOC) on the Working Results (WR) of bank. 
Analysis of Result -
The null hypothesis Ho-2 is accepted, and hence concluded that the correlation does not 
differ significantly from a correlation of zero. 
The null hypothesis Ho-10 is rejected at the 0.05 level of significance and concluded thai 
the correlation differs significantly from a correlation of zero. 
The results finding in (Correlation Table- 1.2a) reveal that the Performance Appraisal 
System does not have any significant impact on Administrative and Operational Control 
system of the bank. It implies that the relevant aspects of Administrative and Operational 
Control system are not properly covered in Performance Appraisal System of the bank, 
thereby leaving these aspects untouched by the employees while completing their 
performance appraisal exercise. The top management of bank therefore has not been able 
to take any policy decision on this account based on employees' feedback. They arc 
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formulating the bank's policies related to Administrative and Operational Control system 
on their own assumptions and observations, and not on the basis of feedback received 
from field staff and functionaries. It is therefore, established from the study that common 
employees opinions have no place in bank's policies on Administrative and Operational 
Control system, though it could have been more practical for the bank if employees 
feedback on the subject would have been considered by the management while 
formulating the policies. The subsequent study (Correlation Table-1.2b) however, reveals 
that the administrative and operational control system does have significant impact on the 
working results of bank. The employee respondents agree that better the administrative 
and operational control system, better the working results of bank. They did not only 
agree to it but expressed their desire that employees feedback on administrative and 
operational control system of the bank is taken into account and considered by the 
management when making the policies. They believe that if they are free to give their 
feedback on the subject and their feedback would have been called for. the bank's 
performance would have been much better as compared to the present result of the bank. 
Purang (2006) is rightly of the view that congenial HRD climate is extremely important 
to improve the employees productivity and for achieving ultimate goals of business. The 
results of another study carried out by Appleby & Mavin (2000) show that there is a 
positive association between the integration of HR strategy and world-class status of 
organizations. However, it is believed by Porter (1998) that operational effectiveness 
(OE) alone is not sufficient to gain competitive advantage- we need to do more. The 
central tenet of new public management (NPM) doctrine for the core public sector as per 
study of Moynihan and Pandey (2006) is that public organizations need to adopt an 
increased focus on results while giving managers greater authority, as a part of 
administrative and operational control. 
9.2.1.3.-
Based on Test Value-3 of T-test significance, the average Mean and t-values of questions 
11 to 13 on Recruitments/ Selection (R/S) process forming the hypotheses Ho-3 and Ho-
11 are 3.5462 and 6.023 respectively. These values thereby indicate that the questions on 
the issue are significant and respondents are in their total agreement as it is an important 
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HR function for the growth of bank in today's competitive world. Through a better 
recruitment process, the quaHty of staff can be improved. 
Ho-3: (Correlation Table: 1.3a) - There is no significant relationship between 
Performance Appraisal System (PAS) and Recruitments/ Selection (R/S) process in the 
bank. 
Ho-11: (Correlation Table: 1.3b) - There is no significant impact of Recruitments/ 
Selection (R/S) process on the Working Results (WR) of bank. 
Analysis of Result -
The null hypothesis Ho-3 is rejected at 0.05 level and concluded that the correlation 
differs significantly from a correlation of zero. 
The null hypothesis Ho-11 is accepted and concluded that the correlation does not differ 
significantly from correlation of zero. 
It is demonstrated from the study of (Correlation Table-1.3a) that the Performance 
Appraisal System does have positive and significant impact on Recruitments/ Selection 
process of the bank. In Appraisal System, the employees get to express their views on 
recruitments/ selection process of bank in order to improve the quality of staff and bank's 
performance, and the management considers their views while formulating the bank's 
policies on recruitments/ selection process. This sends a positive message to employees 
which also spreads out of the bank through them. This will not only help the bank to 
retain the talented people but it may also help them to get more such talented people from 
the open market. The Appraisal System therefore, proves to be an important tool in the 
hands of management and bank; it may improve the recruitment policies of bank if they 
use it judiciously. However, the subsequent study (Correlation Table-1.3b) exhibits thai 
there is no significant impact of recruitments/ selection process of the bank on its 
working results, representing thereby that the recruitments/ selection policy of bank is 
possibly not implemented with full spirit. Recently Banking Service Recruitment Board 
(BSRB) has been abolished by the government of India and in view of its abolition, the 
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new HR Resourcing policy needs to be formulated and implemented by the bank with all 
seriousness. Moreover, it is also true that the recruitment process itself will not improve 
the working results of bank unless they are imparted required trainings suiting to bank's 
environment. There is no doubt that good recruitment/ selection process adopted by the 
bank will make its subsequent jobs easier. If bank invests time and money in recruiting/ 
selecting quality staff, it will save the bank's cost in future on account of their trainings/ 
field job rotations because with a lesser time and expenses, they will be better equipped 
of. And therefore, by recruiting/ selecting quality staff, the bank is achieving the 
objective of improving its working results. The question arises as to what makes an 
organization different? The answer is, it is human capability and commitment which 
distinguish successful organizations from the rest (Storey, 1989). The Human resource is 
viewed by Bhaskar (2004) as one of the natural resources of any country's economy and 
it is the wealth of the country. For banking being a people-oriented service industry, its 
raw material is human resource and it is of great importance, where building the 
competence/ excellence is largely dependent on the recruitment/ selection process of 
human resources adopted by them. 
9.2.1.4.-
Based on Test Value-3 of T-test significance, the average Mean and t-values of questions 
14 to 19 on Trainings/ Job Enlargement (T/JE) forming the hypotheses Ho-4 and Ho-12 
are 3.6485 and 9.649 respectively. The t-test significance thereby indicates that the 
respondents have positive inclination towards the questions posed to them as they feel 
that it is important for their individual as well as for bank's development. 
Ho-4: (Correlation table: 1.4a) - There is no significant relationship between 
Performance Appraisal System (PAS) and Trainings/ Job Enlargement (T/JE) in the 
bank. 
Ho-12: (Correlation Table: 1.4b) - There is no significant impact of Trainings/ Job 
Enlargement (T/JE) on the Working Results (WR) of bank. 
Chapter 9 187 
Results and Discussions on Results 
Analysis of Result: 
The null hypothesis Hn-4 is rejected at 0.01 level oj significance and hence conchtded thai 
the correlation differs very significantly from a correlation of zero. 
The null hypothesis Ho-12 is rejected at 0.01 level of significance and concluded thai the 
correlation differs very significantly from a correlation of zero. 
This particular study result (Correlation Table-1.4a) shows that the Performance 
Appraisal System has very high influence on the Trainings/ Job Enlargement 
programmes of the bank. The Appraisal System is the best source of giving and receiving 
the feedback; it is available to both, the employees and the management. It categorically 
makes available all the details on trainings, like; the nature of trainings they have 
undergone, the locations/ institutions of trainings, which trainings were useful, what other 
trainings are required, whether trainings were of general or specialized nature, etc. Thus 
all training related details of the employees are available to bank and its management 
which are best utilized by them to organize the training schedules for employees, based 
on certain other criteria fixed by the bank from time to time. The study followed by 
(Correlation Table-1.4b) also reveals that Trainings/ Job Enlargement programmes have 
very high impact on the working results of the bank. More the trainings to employees of 
appropriate nature, better the working results of bank. We live in a world which is 
characterized by a highly competitive global market and therefore, training is inevitable 
for the survival and growth of individual and the organization, to improve oneself to 
improve the systems and work processes. It also aims to inculcate/ improve skills for 
existing as well as future job assignments. In view of this fact, it had been necessary for 
the bank to arrange more need based trainings, sometimes very specialized trainings 
within and outside India. And after the required training acquired, proper placement is 
equally important for both the employees and the bank to get the better results. It directly 
contributes to the quality of work-life, and leads to better discipline and contribute to 
organizational belongingness. The management now well understands the need of 
trainings in the present day global competition-driven environment. Leme Fleury and 
Correa Fleury (2005) in their study, view the competence as a set of knowledge, abilities 
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enhance employee capability and facilitate productivity. Describing the Performance 
management, Kumar (2006) says that it is the integration of performance appraisal 
system with the broader human resource systems as a means of aligning employees' work 
behaviour with the organization's goal. For any organization, human resource is the most 
important asset. Employees make the organization work, employees represent the 
organization. So, better the employees, better the organization. He therefore, describes 
that the performance management is one of the most important aspects for an) 
organization. It should be looked into, as in the words of Andrews e( al (2006), the use of 
performance management systems is in part related to the aims and goals of an 
organization. DuBrian and Harper (1977) however, mention that the root cause of many 
problems in the workplace is poor management and hence no amount of training will 
enhance productivity (much) until management style changes. Changing management 
style - and thus, the way the employees are treated - is a long term activity that may 
require intense coaching, but rarely training (Whetton and Cameron, 1995). Finally. 
training needs to 'fit' into the organization's culture. 
9.2.1.5.-
Based on Test Value-3 of T-test significance, the average Mean and t-values of questions 
20 to 22 on Promotions/ Elevation (P/E) forming the hypotheses Ho-5 and Ho-13 are 
3.0728 and 0.761 respectively, indicafing thereby that the questions on the subject have 
been well acknowledged by the respondents as it is considered to be a motivating factor 
for the employees in the bank. 
Ho-5: (Correlation Table: 1.5a) - There is no significant relationship between 
Performance Appraisal system (PAS) and Promotions/ Elevation (P/E) process in the 
bank. 
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Ho-13: (Correlation Table: 1.5b) - There is no significant impact of Promotions/ 
Elevations (P/E) process on the Working Results (WR) of bank. 
Analysis of Result: 
The null hypothesis Ho-5 is accepted as it holds good, and hence concluded that the 
correlation does not differ significantly from a correlation of zero. 
The null hypothesis Ho-13 is accepted, and hence concluded that the correlation does not 
differ significantly from a correlation of zero. 
The study resuU (Correlation Table-1.5a) exhibits that there is negative impact of 
Performance Appraisal System on the Promotions/ Elevation process of bank, indicating 
thereby that there could be some element of biased ness involved while evaluating the 
performance of the employees, for the reason that as yet the appraisal system is being 
practiced by the bank on the closed basis. Since the Appraisal is accorded a very high 
weightage in the promotion process of the bank and it is a closed system, there is every 
possibility that a genuine and deserving employee is denied promotion because of his/ her 
being honest and having outspoken attitude. And as everyone wants to grow and be 
recognized, the denial of promotion to a deserving employee demotivates him/ her which 
in turn affects the performance of bank. The subsequent study (Correlation Table-1.5b) 
also reveals that Promotions/ Elevations process are not showing any significant 
influence on the Working Results of bank. Although, it is normally believed that 
promotions/ elevations to higher position give boost to business development and 
improves the working results of bank. However, in this particular case it has not been so 
and that can be attributed to two factors; one may be for the biased attitude of 
management the talented employees might have stopped working with the same 
enthusiasm and zeal with which they were working; and another since the promotions are 
given to undeserving/ non-performers, they naturally will not be able to make a 
significant contribution to bank's progress. In the opinion of Temporal and Davies 
{www.orientpacific.com/corp.htm), the problems for human resource management are 
significant. Business strategies in rapid growth economics change quickly, and research 
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shows that there is little co-ordination between corporate strategy and human resource 
strategy. In their experience, more often than not, top management teams are inflexible in 
thinking and strategy, and inward rather than outward focused. Consequently, the 
organizations reveal excellence in ideas and concepts but fail when it comes to delivering 
and realizing. Given the complex environments in which organizations are embedded. 
understanding the nature of teamwork and how to best train the competencies needed is 
of the utmost importance to such organizations in the opinion of Sales et al (2000), if 
they have to succeed. Sangwan (2005-06), a banker says that, the time is not far when all 
banks will be more or less equal in technological strength; the differentiating factor will 
simply be the quality of human resources. The strength and weaknesses of a bank shall be 
henceforth, rated on the basis of the quality and skill of their human resource. And 
therefore he believes that the competency and capability should be the sole justification 
and criterion for promotion. The criterion of merit-cum-performance for promotions 
should be adopted in true spirit to prevent "brain drain". 
9.2.1.6.-
Based on the Test Value-3 of T-test significance, the average Mean and t-values of 
questions 23 & 24 on Transfers/ Placement (T/P) forming the hypotheses Ho-6 and HQ- 14 
are 3.8404 and 9.856 respectively, indicating thereby that the respondents well agreed to 
the significance of questions put to them on the subject of transfers and placements. 
They admit, it is mandatory in the bank. 
Ho-6: (Correlation Table: 1.6a) - There is no significant relationship between 
Performance Appraisal System (PAS) and Transfers/ Placement (T/P) process in the 
bank. 
Ho-14: (Correlation Table: 1.6b) - There is no significant impact of Transfers/ 
Placement (T/P) process on the Working Results {WR) of bank. 
Analysis of Result: 
The null hypothesis Hn-6 is accepted and it is concluded that the correlation does not 
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differ significantly from a correlation of zero. 
The null hypothesis Ho-14 is accepted as it holds good and therefore, concluded that the 
correlation does not differ significantly from a correlation of zero. 
The study (Correlation Table-1.6a) reveals that there is no significant relationship 
between the Performance Appraisal System and Transfers/ Placement exercise. 
symbolizing thereby that no transfers are effected in bank based on information simply 
furnished in the Appraisal Form. There is a separate transfer exercise periodically carried 
out by the bank at all levels to effect the transfers, in accordance with transfer policy of 
bank. The study followed by (Correlation Table- 1.6b) also reveals that there is no 
significant impact of transfers/ placement on the working results of bank. Transfer is in 
the broader interest of bank and the employees as well. Although, transfers are 
considered to be a developmental tool for the employees because it provides them the 
opportunity to learn and do new things at new places, provided it is in a planned manner 
and effected systematically. Bank being a financial institution, a periodical transfer is 
mandatory in order to avoid any fraudulent intentions of employees due to their 
acquaintance with the system and place, if one's stay at one place continues to be for a 
longer period. However, a frequent transfer also adversely affects the work efficiency of 
employees. In instant case, transfers are probably effected frequently and the placement is 
done in an unplanned manner with some possible favoritism, hampering their personal 
and social life, consequently affecting the working results of bank. This approach is 
proving costly to bank. Swailes (2002) describes that way back in 19"^  century (1949). 
Fayol believed that the organizafion's interest must always take preference over the 
interests of individuals or groups of employees. While acknowledging the Indian 
universities graduates capacity of hard work, Schermerhorn (2006) questions whether 
their energies and talents were fully tapped when they join the human capital of India's 
economy? He believes that India's great advantage lies with its human capital; managers 
owe it to themselves and to the country to unleash its full potential. They should commit 
to continually nurturing, supporting and acfivating talent in a supportive and positive 
organizational context of high performance expectations. Organizations run on the talents 
of people and their proper placement. Furthering the cause of human capital in India, 
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Singh (2005) supports him and advocates that if the Indian organizations/ business 
organizations are to develop and maintain their competitive edge, the potential value of 
the employees needs to be increased by enhancing and linking their skills and capabilities 
in tune with the contemporary requirements of the market. 
9.2.1.7.-
Based on the Test Value-3 of T-test significance, the average Mean and t-values of 
questions 25 & 26 on Capital Rewards/ Benefits (CR/B) forming the hypotheses Ho-7 and 
Ho-15 are 3.6681 and 7.798 respectively, indicating thereby that the respondents well 
agreed to the significance of capital rewards and benefits to the performers as they get 
motivated from such recognitions by the bank. 
Ho-7: (Correlation Table: 1.7a) - There is no significant relationship between the 
Performance Appraisal System (PAS) and Rewards/ Benefits (R/B) in the bank. 
Ho-15: (Correlation Table: 1.7b) - There is no significant impact of Capital Rewards/ 
Benefits (CR/B) on the overall Working Results (WR) of bank. 
Analysis of Result: 
The null hypothesis Ho-7 is accepted and concluded that the correlation does differ 
significantly from a correlation of zero. 
The null hypothesis Ho-15 is accepted as the statement holds true and concluded that the 
correlation does not differ significantly from a correlation of zero. 
The instant study (Correlation Table- 1.7a) reveals that based on information furnished in 
Performance Appraisal System alone, no employee ever gets any Capital Rewards/ 
Benefits by the bank. Such claims of performance by the employee/s have to be 
supported by some other Statistical data and Reports of the bank which may speak about 
his/ her performance in real terms. As such also, there is a separate procedure adopted b> 
the bank for this purpose where related details are called for as per Rewards/ Benefits 
scheme to assess the individual performance of the employee during the assessment 
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period. It is revealed from the subsequent study (Correlation Table- 1.7b) also that there 
is no significant impact of Capital Rewards/ Benefits to employees on the W orking 
Results of bank. It is shown statistically that Capital Rewards/ Benefits to employees 
have left negative impact on the overall working results of bank. The capital rewards ma> 
have financially benefited to some performers individually, however, this action of the 
bank seems to have demotivated the non-performers further. The study indicates that the 
non-performers are not ready to take in right spirit the bank's decision of capital rewards 
to performers in addition to recognizing them otherwise when the time of promotion and 
transfers come. They feel that those who are able to perform better are for some other 
reasons, may be they have better infrastructure, better working environments, better 
circumstances, better subordinates and superiors, better family and social conditions, etc; 
and those who are not able to perform, may not be fortunate enough to have any of those 
things available. If it is so, then instead of understanding their problems and redressing 
them by the management, they were made to feel unimportant and discarded and this 
resulted into negative performance on their part, turning it to be the bank's performance 
in negative. Mallikarjunan (2006), is of the view that the employer and the employee 
have mutual expectations and that are vital for the success of the business organization. 
While the employers expect commitment, loyalty and motivated performance from the 
employees, the employees expect fair recognition, career advancement and job securit> 
from the employers. Above all, employees expect that the employers consider them as a 
member of the family, share their grievances and solve them. The entire employee-
employer equation has changed in recent years. 
9.2.1.8.-
Based on Test Value-3 of T-test significance, the average Mean and t-values of question 
no. 27 on Punishments (P) forming the hypotheses Ho-8 and Ho-16 are 2.8403 and -1.742 
respectively, indicating thereby that the respondents did not support the idea of awarding 
the punishment to any employee for the procedural lapses and irregularities if any. which 
are unintentional. Such idea is considered to be an insignificant. The question of 
punishment for such issue does not arise as it may have a negative impact on the 
performance of employee as well as on bank's performance. 
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Ho-8: (Correlation Table: 1.8a) - There is no significant relationship between 
Performance Appraisal System (PAS) and Punishments (P) for mistakes' lapses 
misconduct in the bank. 
Ho-16: (Correlation Table: 1.8b) - There is no significant and adverse effect of the 
Punishments (P) to employees (for mistakes/ laspses) on the Working Results (WR) of 
bank. 
Analysis of Result: 
The null hypothesis Ho-8 is accepted and concluded that the correlation does not differ 
significantly from a correlation of zero. 
The null hypothesis Ho-16 is accepted as it holds good and it is concluded thai the 
correlation does not differ significantly from a correlation of zero. 
The present study (Correlation Table- 1.8a) reveals that there is no significant 
relationship between the Performance appraisal System and the Punishments for any 
mistakes/ lapses/ misconduct committed by the employee. It is obvious that in first place, 
no employee will ever report any of his/ her mistakes/ lapses in the Appraisal Report, if it 
is of a serious nature and committed with malafide intentions. It will be every effort of 
the employee to hide the fact. However, if ever there is any clue available in the 
Appraisal, the management may initiate some process in this regard to arrive at some 
conclusions. The study (Correlation Table- 1.8b) followed reveals that there is no 
significant and adverse effect of Punishments and the Working Results of bank. If any 
employee is punished for any of his/ her mistakes/ lapses, except that he/ she is affected 
personally there is no sign of negative performance on his/ her part which may an>wa> 
affect the bank's working results. If employee's contribution is not significant, it is not 
negative also. This is a good sign, possibly the punishments have taught him/ her lesson 
that one should not repeat the same mistake in future for what he/ she has been punished. 
And this is the very purpose of punishment; the bank has therefore achieved its objective 
by awarding the punishment. The possible reason of not showing any negative impact of 
punishment is, the bank is able to differentiate the mistakes/ lapses and awarded the 
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punishment justifiably in accordance with. No severe punishment is normally awarded 
simply on the ground of a decision going wrong while discharging the commercial 
responsibilities with bonafide approach. In this context, Mathew (2004) rightiv observed 
that, the need of the hour is to foster an entrepreneurial culture in banks in which 
employees have a mind-set capable of anticipating change, taking risk and acting fast. 
The business environment unleashing unprecedented competition, commercial risk taking 
has become an integral part of decision-making in banks. However, such decisions b\ 
many managers have often exposed them to the rigor of disciplinary action mainly for 
concomitant loss caused to the bank. The fear psychosis often deters the managers from 
taking commercial decisions. There is therefore an urgent need for every bank to 
distinguish motivated or reckless credit decision from mere procedural violations. The 
system of punishment should take into account the gravity of situation and evolve norms 
to discriminate a genuine commercial mistake and malafide collusion. Such measure 
would certainly enhance managerial effectiveness. 
9.2.2.1 C I C I Bank 
Based on Test value-3 of T-test significance from Table-5 of 'Average Mean 
and't'values' in Chapter 8, the average Mean and 't'values of questions 1 to 5 on 
performance appraisal system (PAS) are 3.8066 and 10.379 respectively, demonstrating 
thereby that the questions posed to respondents of the bank on performance appraisal 
system have been of significant value to them as it is an extremely important HR tool for 
the bank and employees. 
Based on Test value-3 of T-test significance from Table-5 of "Average Mean and 
•t'values' in Chapter 8, the average mean and 't'value of questions 28 to 33 on 
performance/ working results of bank (WR) are 3.7967 and 8.918 respectively, indicating 
that the questions related to working results of bank, were considered to be very positive 
as these factors are significant for better working results of bank. 
(Note: For all other Mean and't' values, Table-5 in Chapter 8 will be referred). 
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9.2.2.1.-
Based on Test value-3 of T-test significance, the average Mean and't" values of questions 
6 to 8 on Counseling and Career Development (CCD) forming the hypotheses Ho-l and 
Ho-9 are 4.1758 and 22.705 respectively, showing that the respondents were highl> 
excited about the questions on the subject as they feel that Counseling and Career 
Development is of absolute significance in their career. The test values signify that the 
counseling and career development is highly significant and effective in individual 
employee's career and for the progress of bank. 
Ho-l: (Correlation Table: 2.1a) - There is no significant relationship between 
Performance Appraisal System (PAS) and Counseling and Career Development (CCD) in 
the bank. 
Ho-9: (Correlation Table: 2.1b) - There is no significant effect of Counseling and 
Career Development (CCD) on the Working Results (WR) of bank. 
Analysis of Result: 
The null hypothesis Ho-l is accepted, and hence concluded that the correlation does not 
differ significantly from a correlation of zero. 
The null hypothesis Ho-9 is rejected 0.01 level of significance and concluded that the 
correlation differs very significantly from a correlation of zero. 
The analysis of (Correlation Table- 2.1a) exhibits statistically that Counseling and Career 
Development has no significant and direct relation with Performance Appraisal System in 
bank, although the personal discussions with the employees and a close observation 
clearly reveal that the concept of counseling and career development is very much 
prevalent in this bank. To clarify this, it can be stated that for extending the counseling 
and career development plan to their employees, the management will not simply wait for 
employees feedback through their performance appraisal system alone. They have open 
appraisal system, and the need of counseling and career development is well realized by 
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them which they do practice as a normal routine work. The subsequent study of 
(Correlation Table- 2.1b) however confirms this observation, as it exhibits that there is a 
positive and highly significant impact of counseling and career development to 
employees on the working results of bank. The counseling and career development 
exercise is found to be very common practice in this bank. At every stage of an 
employee's career whenever it is realized by the management that he/she needs 
counseling, it is provided which develops a sense of belongingness in that employee 
particular and other employees in general. And this is finally reflected on their workings 
and on the working results of bank. Thus there is highly a significant relationship 
between the two variables and the level of confidence is measured at 99%. While 
discussing about human services. Hill and Lynn (2003) mention that, a more optimistic 
but still qualified notion is that leadership is a resultant of the right fit between the 
individual in a potential leadership role and the demands of the particular circumstances 
of that role. Schutz (2006), is of the opinion that if you want to inspire enthusiasm and 
passion in people to achieve the excellence, it would be better if you do not tell them 
what to do, instead, explain them what not to do. This will require them to think and 
innovate. Telling people what not to do, stimulates their participation and creativity 
which is the essence of excellence, today. And this is what, this bank is doing. 
9.2.2.2.-
Based on Test Value-3 of T-test significance, the average Mean ad t-values of question 9 
& 10 on Administrative and Operational Control (AOC) forming the hypotheses H(i-2 and 
Ho-10 are 3.5000 and 5.110 respectively which indicate that the respondents have 
positively agreed to the questions on administrative and operational control as in their 
opinion it is considered to be an important tool for the development of an individual 
employee as well as for the development of bank. 
Ho-2: (Correlation Table: 2.2a) - There is no significant relationship between the 
Performance Appraisal system (PAS) and Administrative and Operational Control 
(AOC). 
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Ho-10: (Correlation Table: 2.2b) - There is no significant effect oi Administrative and 
Operational Control (AOC) on the Working Results (WR) of bank. 
Analysis of Result: 
The null hypothesis Ho-2 is rejected at the 0.01 level of significance. and hence concluded 
that the correlation differs significantly from a correlation of zero. 
The null hypothesis Ho-10 is accepted and concluded that the correlation does not differ 
significantly from a correlation of zero. 
The study of (Correlation Table-2.2a) reveals that there is a very significant relationship 
between the bank's Performance Appraisal System and the Administrative and 
Operational Control. The appraisal system of bank being open, the employees very 
openly discuss the existing as well as future prospects of administrative and operational 
control in the bank. In the form of an open appraisal system, the employees express their 
feelings about the desired administrative and operational control set up of bank, its 
strength and weaknesses and bank's likely strategies to restructure its operational control 
system. The relationship between the two is therefore, established to be highly 
significant. The result of the subsequent related study (Correlation Table-2.2b) 
statistically reveals that Administrative and Operational Control in this bank does not 
have significant impact on the Working Results of bank. However, the fact as per 
personal discussions and secondary sources data available with us is that the 
administrative & operational control does have very significant impact on bank's 
working results. Its calculated value of significance level is 0.073 which is very close to 
significance value 0.050. This available statistical result may be in all probability because 
of some non serious reporting by some employees. As such it is believed that ICICI bank 
h^s one of the most organized Administrative and Operational Control system in the 
banking industry in India. Komarraju (2005) writes, what people respect about good 
organizations is not how they are structured or their specific approaches to management, 
but their capabilities-an ability to innovate, or to respond to changing customer needs. 
Such organizational capabilities are key intangible assets which we can not see or touch. 
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yet they could make all the difference when it comes to market value. This statement has 
been substantiated by one of the key findings of the research study reviewed b\ 
Delbridge and Lowe (1997) which states that 'Quality (Excellence), an intangible asset, is 
measurable'; that the results of quality can be measured; they can be read straight from 
the balance sheet of the organizations. 
9.2.2.3.-
Based on Test Value-3 of T-test significance, the average Mean and t-values of questions 
11 to 13 on Recruitment/ Selection (R/S) forming the hypotheses Ho-3 and Ho-11 are 
3.9194 ad 11.067 respectively, revealing thereby that the respondents are in total 
agreement on the questions about the qualitative recruitments/ selection process in the 
bank because they consider it as an important aspect for organizational development. 
Ho-3: (Correlation Table: 2.3a) - There is no significant relationship between 
Performance Appraisal System (PAS) and Recruitments/Selection (R/S). 
Ho-U: (Correlation Table: 2.3b) - There is significant impact of Recruitment/SV/ec7/o/7 
(R/S) on the Working Results (WR) of bank. 
Analysis of Results: 
The null hypothesis Hn-3 is rejected at 0.01 level and concluded that the correlation 
differs significantly from a correlation of zero. 
The null hypothesis Ho-11 is rejected at 0.01 level of significance and concluded that the 
correlation differs very significantly from a correlation of zero. 
It is apparent from the study (Correlation Table- 2.3a) that the performance appraisal 
system does have a very positive and significant impact on recruitment/ selection process 
of the bank. Through Open Appraisal System, the employees express themselves on the 
existing as well as prospective Recruitment/ Selection process of the bank which is taken 
by the management with all seriousness and they try to improve the recruitment quality in 
all the best possible way, if so required. Their recent strategy is to recruit/ select the 
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talents and professionals through campus recruitment process. The Table-2: 
Qualifications (of respondents) in Chapter 8 shows that bank has about 50% professionals 
on its roll, which implies that they are highly interested in quality recruitment process. 
There is thus all evidence that the performance appraisal system of bank has direct 
relation with their recruitment/ selection process. The result of (Correlation Table- 2.3b) 
followed also reveals that there is equally high significant impact of Recruitment/ 
Selection process on Working Results of the bank. It proved true, if recruitment of 
employees is done based on qualifications and merit, the quality will deliver the results. 
They have set a very high standard of employees recruitment policy; emphasis is always 
given on recruitment of professionals like MB As, ICWAs, CAs, MSWs, Engrs. etc. 
which is as reflected in Table-2 (of Qualifications) in Chapter 8. Out of total respondents 
of 91, there are 45 (about 50%) respondents who are professionals. This speaks that there 
is direct relation between Recruitment/ Selection process and the Working Results of 
bank. The strength and weaknesses of a bank shall be henceforth, rated on the basis of the 
quality and skill of their human resource as expressed by Sangwan (2005-06), is true. 
Intellectual Capital offers a potential source of sustainable competitive advantage 
(Hayton, 2005). One study reveals that the dimensions of Intellectual Capital will 
influence corporate entrepreneurship by high-technology new ventures. Bontis (2001) 
reports, the intellectual capital as defined by (Stewart, 1997); it is intellectual material-
knowledge, information, intellectual property and experience-that can be part to use to 
create wealth. 
9.2.2.4.-
From T-test significance based on Test Value-3, the average Mean and t-values of 
questions 14 to 19 on Trainings/ Job Enlargement (T/ JE) forming the hypotheses H()-4 
and Ho-12 are 4.1484 and 16.719 respectively, which clearly reveal the respondents 
positive attitude towards the Trainings /Job enlargement issue because they know this is a 
significant aspect not only for them but also for the bank. There is no substitute of the 
trainings available. 
HO-4: (Correiation Table: 2.4a) - There is no significant relationship between 
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performance appraisal system (PAS) and Trainings/Job Enlargement (T/JE) in the bank. 
HO-12: (Correlation Table: 2.4b) - There is no significant effect of Trainings/Job 
Enlargement (T/JE) on the Working Results (WR) of bank. 
Analysis of Result: 
The null hypothesis Ho-4 is rejected at 0.01 level of significance and therefore, concluded 
that the correlation differs very significantly from a correlation of zero. 
The null hypothesis Ho-12 is rejected at 0.01 level of significance and concluded that the 
correlation differs very significantly from a correlation of zero. 
The result of the study reveals in (Correlation Table- 2.4a) that there is direct and strong 
relationship existing between the Performance Appraisal System and the Trainings/Job 
Enlargement in the bank. As training is considered to be mandatory in the bank, all 
training related details furnished by their employees in the appraisal are given the place 
for an open debate and discussion. Based on discussions and debate, they plan out the 
strategies of required trainings which may be internal or external or they can be in India 
or abroad. The subsequent study (Correlation Table 2.4b) also represents that there is an 
absolute significant impact of trainings/job enlargement on the working results of bank. 
The importance of trainings is well realized by the bank and its management and with 
this in view the employees are identified for specialized and need based trainings in India 
and abroad. And after such trainings since their performance is evaluated periodically, 
they need to compulsorily perform and deliver the results. The fact that the trainings 
discipline the employees, strengthen their confidence and develop a sense of 
belongingness in them, they could deliver the desired results. Achieving success by 
working with the people of existing lot is important, not by replacing them or by limiting 
the scope of their activities. In an opinion survey conducted on Training as an effective 
HRD technique in banking sector, Raju (2005) concludes that in banking, the manpower 
was the key input and serious focus had to be placed on HRD so as to enable the existing 
banking system to successfully meet the emerging challenges in coming years. Moreover. 
Satyavathi & Raji (2005) believes that interactions among team members/ employees 
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release a creative energy much stronger than that from individuals. Creativity training 
teaches people how to clear the obstacles of thinking for original and novel solutions. 
Therefore, equipping HR for creative thought and action will be an imperative not a 
luxury for organizations which compete to innovate creativity. 
9.2.2.5.-
From T-test significance based on Test Value-3, the average Mean and t-values of 
questions 20 to 22 on Promotions/ Elevation (P/E) forming the hypotheses Ho-5 and HQ-
13 are 3.2161 and 1.004 respectively, which reveals the positive interest of respondents in 
the questions asked to them related to Promotion/ Elevation. They agree that the 
promotion is a motivating factor for the employees; however, they support the promotion 
policy based on merits-cum-performance. 
Ho-5: (Correlation Table- 2.5a) - There is no significant relationship between 
performance appraisal system (PAS) and Promotions/Elevation (P/E) in the bank. 
Ho-13: (Correlation Table- 2.5b) - There is no significant effect of 
Promotions/Elevations (P/E) on the Working Results (WR) of bank. 
Analysis of Result: 
The null hypothesis Hn-5 is accepted as it holds good and concluded that the correlation 
does not differ significantly from a correlation of zero. 
The null hypothesis Ho-13 is rejected at 0.05 level of significance and concluded that the 
correlation differs significantly from a correlation of zero. 
The study of the (Correlation Table- 2.5a) demonstrates that there is no significant 
relationship between the performance appraisal system and the Promotion/ Elevation in 
the bank. The Appraisal certainly details the various working aspects of employees; 
however, their promotions/ elevation to higher position are not directly based on those 
reporting. As there are many other means available to bank to collect the performance 
related details of employees, they assess their employees performance through those 
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means. They normally give more weigthage to merits than the seniority in the promotion 
exercise. The appraisal system in this bank does not carry much weigthage in the 
promotion process. However, the subsequent study of (Correlation Table- 2.5b) reveals 
that there is significant impact of Promotion/ Elevation on the Working Results of bank. 
Promotion is considered to be one of the motivating factors for the staff, as promotions 
given by the bank are reasonably based on merits-cum-performance. It is rightl> 
expressed by Singh (2005) that through promotions bank recognizes the talent and hidden 
potentialities of the employees. This results in change of task, attitude, liking outlook and 
thinking of a person. Promotion means throwing a challenge to an individual to show his/ 
her abilities. It goes without saying that apart from financial considerations, job security, 
good working conditions and many more other factors, opportunities for advancement (as 
people want to grow) gives the employees the job satisfaction helping them to perform 
better. While discussing the term 'motivation' and the theory of expectancy. Guest (1997) 
suggested that although expectancy theory is concerned primarily with motivation, it is 
also a theory about the link between motivation and performance. It proposes that high 
performance, at the individual level, depends on high motivation plus possession of the 
necessary skills and abilities and an appropriate role and understanding of that role. As 
per this theory, motivation leads to performance; and the motivation is led by the 
promotions due, to employees possessing necessary skills and abilities. 
9.2.2.6.-
Based on Test Value-3 of T-test significance, the average Mean and t-values of questions 
23 & 24 on Transfers/ Placement (T/P) forming the hypotheses Ho-6 and Ho-14 are 
4.1209 and 23.050 respectively, having revealed that their responses on the questions 
related to Transfers/ Placement are positively inclined towards the agreement as they 
believe that Transfer is as such an important tool which not only helps the individual 
employees but also helps the bank to grow. 
Ho-6: (Correlation Table: 2.6a) - There is no significant relationship between the 
Performance appraisal system (PAS) and Transfers/ Placement (T/P) in the bank. 
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Ho-14: (Correlation Table: 2.6b) - There is no significant impact of Transfers 
Placement (T/P) on the performance of employees and the Working Results (WR) ol" 
bank. 
Analysis of Result: 
The null hypothesis Ho-6 is accepted and concluded that the correlation dues not differ 
significantly from a correlation of zero. 
The null hypothesis Ho-14 is accepted and concluded that the correlation does not differ 
significantly from a correlation of zero. 
The study of the (Correlation Table- 2.6a) reveals that the Transfers/ Placement are not 
significantly related to the Performance Appraisal System in the bank. No doubt it gives 
the feedback on individual transfer/ placement in the bank, however for affecting the 
transfer the management uses the HR information system maintained by the bank which 
is updated from time to time. For transfers/ placement, they do not make the Appraisal as 
the base. They have well defined policy of transfers/ placement; at a fixed period all 
transfers are effected. The study in the (Correlation Table- 2.6b) also subsequently 
reveals that there is no significant impact of Transfers/ Placement on the Working Results 
of bank. As periodical transfer is mandatory in bank due to its nature of business being 
financial, it is religiously implemented by bank management at a fixed period of time. 
Although it is effected at a very fixed period of time, study shows that they are not 
willing to be dislocated. And since the employees do not seem to be pleased from 
transfers, it affects their workings which resultantly affect the bank's working adversely. 
This possibly may be for the reason that the concerned employees are not consulted 
before the transfer. The transfers are distracting the concentration of employees from the 
working; the transfer exercise thus does not show positive effect on bank's overall 
working results. Lee (2005) emphasizes on delegation and involvement, and suggests 
making sure that as an organizational leader you involve employees not only in petty 
matters, but also in implementing changes. As in any change or organizational 
development initiative, the more you involve your employees in the process, the more 
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invested they will be. 
9.2.2.7.-
Based on Test Value-3 of T-test significance, the average Mean and t-values of questions 
25 & 26 on Capital Rewards/ Benefits (CR/B) forming the hypotheses Ho-7 and H(r 15 
are 4.1814 and 23.895 respectively, indicating thereby that the questions related to 
Capital Rewards/ Benefits are of great significance to respondents not because they are 
individually interested in rewards/ benefits but only because it may help the bank to grow 
if some employees get motivated from such awards. 
Ho-7: (Correlation Table: 2.7a) - There is no significant relationship between the 
Performance Appraisal System (PAS) and Capital Rewards/Benefits (CR/B) in the bank. 
Ho-15: (Correlation Table: 2.7b) - There is no significant effect of Capital 
Rewards/Benefits (CR/B) to employees on the Working Results (WR) of bank. 
Analysis of Result: 
The null hypothesis Ho-7 is accepted, and hence concluded that the correlation does not 
differ significantly from a correlation of zero. 
The null hypothesis Ho-15 is accepted and concluded that the correlation does not differ 
significantly from correlation of zero. 
The study of (Correlation Table- 2.7a) reveals here statistically that the Capital Rewards/ 
Benefits are not declared to deserving employees simply on the basis of feedback 
received from the Appraisal System. The details related to employees performance for 
the puipose are called for separately for the assessment period, may be annually based on 
financial year's performance and then the assessment is done for declaring the awards. 
And therefore, there is no significant relationship established in the bank between the 
appraisal system and the capital rewards/ benefits. The subsequent study of (Correlation 
Table- 2.7b) also reveals that there is no significant impact of capital rewards/ benetlls on 
the working results of bank. Although capital rewards to high performers are considered 
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to be motivating factor for them; however, it does not appear to be here as it is not 
reflected on bank's working results significantly. The reasons may be. the> are possibK 
not rewarded adequately or they are not rewarded at right time. However. Palo (2003) has 
different opinion about this and says that cash/ capital reward does encourage people to 
be creative, but it does not always work. Sometimes it acts negatively at least when 
people feel that they are being bribed. Money by itself does not make employee 
passionate about their jobs. Therefore, in order to develop more passion and interest in 
their job, many companies are providing non-monetary or intrinsic rewards to their star 
performers. Ghosh & Mitra (2006) adding to it declare that, those rewards of intangible 
nature may be handed out every minute of every day and with no loss to the company and 
a potential productivity increase with respect to efficiency and effectiveness of the 
employee as well as the organization as a whole. However, Raman (2006) expresses in 
this context that the performance appraisal and reward system should be designed such a 
way that the innovative efforts of people are recognized and rewarded. Tanuja (2002) 
agreeing to her believes that, in the long run a good organization is one that has good 
people of high potential. Since people are an organization's most important assets, it is 
important to look at the brightness of people's eyes to study its performance. Bhaskar 
(2004) believes in and recommends the "employee referral scheme'" being implemented 
by some private banks. Under this scheme, if an employee refers a good candidate for 
recruitment and if the person is selected, the referee is suitably rewarded with attractive 
incentives; and it is a good option. 
9.2.2.8.-
From T-test significance based on Test Value-3, the average Mean and t-values of 
question 27 on Punishment (P) forming the hypotheses Ho-8 and Ho-16 are 2.2527 and -
8.103 respectively. These figures reveal that the questions on punishment to employees 
for mistakes/ lapses are rejected outright by the respondents. The punishment issue has 
remained insignificant as no punishment can be awarded for any mistake which is not 
committed with malafide intention. 
Hn-8- (Correlation Table: 2.8a) - There is no significant relationship between 
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Performance Appraisal System (PAS) and Punishment (?) for mistakes/ lapses in the 
bank. 
Ho-16- (Correlation Table: 2.8b) - There is no significant and adverse elTcct of 
Punishment (?) to employees for mistakes/ lapses on the Working Results (WR) of bank. 
Analysis of Result: 
The null hypothesis Ho-8 is accepted and concluded that the correlation does not differ 
significantly from a correlation of zero. 
The null hypothesis Ho-16 is rejected at 0.01 level of significance and concluded that the 
correlation differs significantly from a correlation of zero. 
The study (Correlation Table- 2.8a) demonstrates here that there is no significant relation 
between the Performance Appraisal System and the Punishments to employees for 
mistakes/ lapses or misconduct. This gives clear indication that based on some 
information furnished by the employees in their appraisal; the management may not give 
any severe punishment to employees. Unless the mistakes/ lapses of a severe nature are 
established on the basis of some other facts finding measures, no punishment decision 
can be taken. However, the subsequent study of (Correlation Table- 2.8a) reveals that 
there is highly significant and negative impact of Punishments to employees on the 
Working Results of bank. It indicates that the employees are punished but not severely 
(may be in the form of warning or reprimand) for all of their mistakes or lapses as to 
possibly discipline them so that they avoid such acts in future; however, this action of 
management is somehow intentionally or unintentionally affecting the working results of 
bank adversely because of the attitude of employees. This is not right approach on the 
part of employees; they have to understand the management's limitations, the 
management has to do their job in the interest of the bank. This attitude of employees 
may prove to be harmful for them in the long run. If bank fails to deliver because of 
employees' non co-operative attitude, their survival will become difficult. In this context, 
Riccucci & Naff (2008) rightly suggest that, any employer from time to time will 
encounter employees who engage in misconduct or do not perform satisfactorily in their 
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jobs. This is as true in the public sector as in the private sector. When this occurs, 
employers have the right to take action to discipline the employee, and the usual practice 
is to engage in what is called "progressive discipline". The first time an offence takes 
place, the employee may be given a verbal warning; the second time, a written reprimand 
may be placed in his or her personal file. If the employee continues to engage in the 
misconduct, he or she may be suspended. If the problem is poor performance, the 
employer often begins by working with the employee to develop a performance 
improvement plan. The final form of discipline to remove the employee from the job is 
most severe, but the employer may take such serious disciplinary action following the 
first action if the employee engages in severe misconduct. This approach of the employer 
is justified, because the nature of offence/ misconduct has been well differentiated by the 
employer. This can be an advice for the employee facing a punitive action. 
9.2.3. Standard Chartered Bank 
Based on Test Value-3 of T-test significance from Table-5 of 'Average Mean and 
't'values' in Chapter 8, the average mean and 't'values of questions 1 to 5 on 
performance Appraisal system (PAS) are 3.7570 and 10.608 respectively indicating that 
the questions asked to respondents on Performance Appraisal System are positively 
accepted by them as this has got high relevance in the bank. 
Based on Test Value-3 of T-test significance from Table-5 of 'Average Mean and 
't'values" in Chapter 8, the average Mean and 't'values of questions 28 to 33 on working 
results of bank (WR) are 3.8755 and 9.254 respectively indicating that the questions 
asked to respondents related to bank's working results were well received by them as 
they consider those factors to be very significant for bank's satisfactory or unsatisfactory 
working results. 
(Note: For all other Mean and't' values, Table-5 of Chapter 8 will be referred). 
9.2.3.1.-
Based on Test Value-3 of T-test significance, the average mean and t-values of questions 
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6 to 8 on Counseling and Career Development forming the hypotheses Ho-1 and H()-9 are 
4.2363 and 17.003 respectively indicating thereby that the respondents are more inclined 
towards the agreement of questions on the subject because they consider it to be 
significant in their career and also significant for bank's progress. 
Ho-1: (Correlation Table: 3.1a) - There is no significant relationship between the 
Performance Appraisal System (PAS) and Counseling and Career Development (CCD) 
in the bank. 
Ho-9: (Correlation Table: 3.1b) - There is no significant effect of Counseling and 
Career Development (CCD) on the Working Results (WR) of bank. 
Analysis of Results: 
The null hypothesis Ho-] is accepted, and hence it is concluded that the correlation does 
not differ significantly from a correlation of zero. 
The null hypothesis Ho-9 is accepted and concluded that the correlation does not differ 
significantly from a correlation of zero. 
The study (Correlation Table- 3.1a) reveals that statistically the Performance Appraisal 
System in Standard Chartered Bank has no significant relationship with Counseling and 
Career development. However, from personal discussions and interview it is evident that 
the concept of Counseling and Career Development is very much practiced in this bank. 
They have Open Appraisal System like ICICl Bank. The employees as a practice 
periodically get to interact with top management of bank and discuss all important issues 
including Counseling and Career Development plan. During the discussions, if it comes 
out that some employees need counseling and career development, it is immediately 
acted upon. The result of subsequent study in the (Correlation Table-3.1b) also reveals 
that there is positive but no significant effect of counseling and career development on 
the working results of bank. However, this result can be interpreted here that since the 
concept of counseling and career development is not new to this bank, continuing of 
counseling and career development may not indicate/ give any significant and noticeable 
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change on the overall working result of bank. Its significant effect has already been there 
which has been welcomed and acknowledged by the bank and its management, and that 
is why the counseling and career development is being continued practicing in this bank. 
if it would not have been so, this practice would have no longer been continued. It may 
therefore, be concluded that although there is no apparent significant effect of counseling 
and career development on the working results of bank, in real terms it is there. 
According to Mallikarjunan (2006), if the HR practices adopted by the organization/ bank 
include periodical review of the employees performance, adequate training for the 
workforce and most important of all well thought-out career advancement norms for its 
personnel, it will be the organization/ bank which will reap the full business benefits and 
emerge successful to the great satisfaction of all the stakeholders. The findings of a study 
conducted by Lopez et al (2005) on Spanish companies show that high performance 
human resource practices have a positive effect on organizational learning, which in turn 
has a positive influence on business performance and hence they conclude that human 
resources practices by themselves are not a source of competitive advantage. 
9.2.3.2.-
Based on Test VaIue-3 of T-test significance, the average Mean ad t-values of questions 9 
to 10 on Administrative and Operational Control (AOC) forming the hypotheses H()-2 and 
Ho-10 are 3.5380 and 6.672 respectively, showing that the subject is important to every 
employee of the bank and bank considers it significant for its prosperity. The 
administrative and operational control commands a positive attitude of respondents and 
bank management considers it equally significant factor for enforcing discipline and 
bringing prosperity in the bank. 
Ho-2: (Correlation Table: 3.2a) - There is no significant relationship between the 
Performance Appraisal System (PAS) and Administrative and Operational Control 
(AOC) in the bank. 
Ho-10: (Correlation Table: 3.2b) - There is no significant effect of Administrative and 
Operational Control (AOC) on the Working Results (WR) of bank. 
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Analysis of Results: 
The null hypothesis H(r2 is accepted and concluded that the correlation does not differ 
significantly frow a correlation of zero. 
The null hypothesis Ho-10 is rejected at 0.01 level of significance and concluded that the 
correlation differs very significantly from a correlation of zero. 
The (Correlation Table- 3.2a) in the study reveals that there is no significant relationship 
between Performance Appraisal System and Administrative and Operational control, 
implying thereby that on the basis of Performance Appraisal System, no such major 
decision with regard to Administrative and Operational Control is taken by bank's 
management. The feedback given in open appraisal system of bank helps the 
management in some way to formulate their strategy to restructure the administrative and 
operational control system of bank, if so requires. But as such Performance Appraisal 
System is not directly involved in bank's Administrative and Operational Control 
restructuring system. The subsequent study (Correlation Table- 3.2b) however, reveals 
that there is a positive and highly significant effect of administrative and operational 
control on the working results of bank, which means that when the bank is better 
administratively controlled, obviously better would be the working results of bank. The 
operational control also includes more autonomy to branch functionaries in staff matters 
which is given to them by management. If the branch functionary is a disciplinary 
authority, the staff members directly working under him/ her are believed to be more 
disciplined and therefore, the working results delivered would be of better quality. In this 
context, Neilson and Pastemack (2006) explain that like DNA in living beings, it is the 
time now to know about the corporate DNA. Just as a healthy life needs a healthy DNA. 
an organization also needs a healthy organization DNA. They suggest building a better 
organization with good health and profitability; the first step is to figure out the type oi" 
organization, its unique traits and attributes, in other words it's 'DNA'. They further say 
that like the DNA of living organisms, the DNA of living organizations consi.sts of four 
basic building blocks, which combine to express their distinct identity or personality and 
they are: Decision rights. Information, Motivators and Structure. They believe that DNA 
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strongly influences and. in some ways, even determines each employee's behaviour. 
9.2.3.3.-
From T-test significance based on Test Value-3, the average Mean and t-values of 
questions 11 to 13 on Recruitment/ Selection process (R/S) forming the hypotheses Ho-3 
and Ho-11 are 4.0253 and 10.092 respectively, representing the respondents' agreement 
on the issue and its significance in the bank. The respondents and bank both equally 
understand its significance. 
Ho-3: (Correlation Table: 3.3a) - There is no significant relationship between 
Performance Appraisal System and Recruitments/ Selection in the bank. 
Ho-11: (Correlation table: 3.3b) - There is no significant effect of the Recruitment/ 
Selection (R/S) on Working Results (WR) of bank. 
Analysis of Result: 
The null hypothesis Ho-3 is rejected at 0.05 level of significance, and hence concluded 
that the correlation differs significantly from a correlation of zero. 
The null hypothesis Ho-11 is rejected at 0.01 level of significance, and hence concluded 
that the correlation differs very significantly from a correlation of zero. 
It is revealed from the study of (Correlation Table- 3.3a) that there is positive and 
significant relationship between the Performance Appraisal System (PAS) and 
Recruitments/ Selection (R/S) process. In bank's Open Appraisal System, employees 
furnish their requirements of manpower and other requirements as well which are 
discussed at open platform by their respective Appraising and Reviewing Authorities. 
And based on such assessment, they sometimes initiate the recruitment/ selection process 
through open market of Campus Recruitment where they always emphasize on quality 
and recruit the professionals as per jobs' specifications. The Table-2 of Chapter 8 on 
Qualification Profile of respondents confirms this fact which represents the number of 
professionals as 48 out of 79, working out to be approx. 61%. The subsequent study 
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(Correlation Table- 3.3b) also reveals that there is a positive and highly significant effect 
of Recruitments/ Selection process on the Working Results of bank. Like ICICl bank, this 
bank also is giving high emphasis on quality recruitment and on the recruitment of 
professionals. They are young, concentrating mostly in the age group of 26 to 40. It is 
obvious, when they are young and qualified, the working results will be qualitatively 
better. Their investment on recruitment process is finally paying them off The 
recruitment/ selection process done by the bank is right for the right job, and the working 
results of bank are therefore right. The study by Ling and Jaw (2006) proves that human 
capital is the critical differentiator of a business enterprise's success in a knowledge-
based era (Fitz-Enz, 1997). In order to compete in the international arena, it is vital for an 
organization to possess organization-specific or to say job specific human capital 
(Schuler and Rogovsky, 1998). 
9.2.3.4.-
From T-test significance based on Test Value-3, the average Mean and t-values of 
questions 14 to 19 on Trainings/ Job Enlargement (T/JE) forming the hypotheses Ho-4 
and Ho-12 are 4.2363 and 16.940 respectively, revealing the respondents agreement on 
the subject for the reason that it is one of the best and significant role player in bank's 
development. It is well understood by the employees and bank's management that there is 
no substitute of trainings available to shape and mould the employees suiting to 
requirements of bank for delivering the desired working results. 
Ho-4: (Correlation Table: 3.4a) - There is no significant relationship between 
Performance Appraisal System and Trainings/Job Enlargement (T/JE) in the bank. 
Ho-12: (Correlation Table: 3.4b) - There is no significant effect of the Trainings/ Joh 
Enlargement (T/JE) on Working Results (WR) of bank. 
Analysis of Result: 
The null hypothesis Hn-4 is rejected at 0.05 level of significance and concluded thai the 
correlation does differ significantly from a correlation of zero. 
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The null hypothesis Ho-12 is rejected at 0.01 level of significance and concluded that the 
correlation differs very significantly from a correlation of zero. 
The (Correlation Table- 3.4a) of study reveals that there is positive and signitTtant 
relationship between Performance Appraisal System and Trainings/ Job Enlargement. 
Trainings are inevitable if the success of any organization is desired. The employees are 
free to request for the trainings of their choice and they utilize their Appraisal for this 
purpose. Their requests are considered and trainings are arranged on priority. The 
Performance Appraisal System is therefore best source available to both the employees 
and the management for giving and receiving the feedback on trainings. The subsequent 
study (Correlation Table- 3.4b) result also shows that there is a positive and highly 
significant effect of Trainings/Job Enlargement on the Working Results of bank. From 
the questionnaire and the personal interviews with the respondents, it is evident that 
trainings are given very high importance in the bank. Based on training requirements of 
employees, training schedules of very high order are prepared which may be external or 
internal, in India or abroad and then trainings are imparted accordingly to meet their 
requirements. Trainings are very extensive in nature and after every training, 
performance of employees are evaluated. They leave no scope of any compromise on 
trainings aspect, and with the result they have been able to show a highly significant 
effect on the working results of bank. In this regard, Mallikarjunan (2005) at one place 
states that as any asset needs to be serviced and overhauled to perform better, the human 
asset in banks also needs to be empowered to deliver its best through an appropriate 
business strategy to leave behind the mark of excellence. It has also been suggested b) 
(Nininger, 1982) that human resource planning should be carried out at the same time as 
strategic business planning, in a parallel way. The organizations which are able to match 
organizational needs with individual needs, achieving organizational growth alongwith 
individual development, commitment, creativity etc., are excellent and successful 
9.2.3.5.-
Based on Test Value-3 of T-test significance, the average Mean and t-values of questions 
20 to 22 on Promotions/ Elevation (P/E) forming the hypotheses Hn-5 and Ho-13 are 
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2.9029 and -2.303 respectively, demonstrating the respondents attitude who feel that 
promotion is not too important for them. They feel that the issue is rather insignificant. 
What is significant for them is their individual performance and job satisfaction. The 
Promotions, they believe, is significant if it comes with performance and job satisfaction. 
Ho-5: (Correlation Table: 3.5a) - There is no significant relationship between 
Performance Appraisal System (PAS) and Promotions/Elevation (P/E) in the bank. 
Ho-13: (Correlation Table: 3.5b) - There is no significant effect of Promotions/ 
Elevation to higher positions on the working result of bank. 
Analysis of Result: 
The null hypothesis Ho-5 is accepted and concluded that the correlation does not differ 
significantly from a correlation of zero. 
The null hypothesis Ho-J 3 is rejected at 0.05 level of significance and concluded that the 
correlation differs very significantly from a correlation of zero. 
The study results finding (Correlation Table- 3.5a) reveals that there is no significant 
relation between the Performance Appraisal System and Promotions/ Elevation to 
employees. The bank has Open Appraisal System and there is transparency in reporting 
and appraisal/ review. Since the appraisal system does not carry much weightage in the 
promotion process of bank, it does not play any significatory role in their promotion 
exercise. However, the subsequent study result (Correlation Table- 3.5b) shows that there 
is positive and significant effect of Promotions/ Elevation on the Working Results of the 
bank. As promotion is considered to be one of the tools of motivating the staff, it is given 
due weightage and it is mostly based on merits rather than seniority. As Singh (2005) 
says that by promoting, bank recognizes the talent and hidden potentialities of the 
employee, they look forward for the promotions. However, it has been realized while 
interacting with the employees personally that they are not working for promotion, they 
are working for the organization and for their own job satisfaction. They have only one 
principle, 'when you deliver the results, the bank will deliver you the returns*, in this 
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context Kumar (2006) says, we work to satisfy ourselves. When we are working, v\e have 
our own individual needs as well as the organizational needs or better to say two different 
set of goals are there for us to accomplish. The closer the organizational goal will be to 
the individual goal, better are the chances of motivating oneself by achieving them, as 
fulfillment of needs would automatically motivate one. As this bank is known for its 
highest level of transparency, it is most respected and valued. Important factors noted by 
Ahmad and Chopra (2004) for the quality of corporate excellence are- transparency. 
professionalism and meritocracy. While discussing about people management. Sheth 
(2006) also supports the views of Ahmad and Chopra, and states that transparency, trust 
building, frankness, consistency and openness go a long way, and are essential for the 
excellence of the organizations. 
9.2.3.6.-
Based on Test Value-3 of T-test significance, the average Mean and t-values of questions 
23 to 24 on Transfers/ Placement (T/P) forming the hypotheses Ho-6 and Ho-14 are 
4.1329 and 14.743 respectively, revealing the respondents agreement that Transfers/ 
Placement are significant for every employee in his/ her service career and for the bank 
as well. They are positive about the transfers and accept that effecting transfers is 
significant for individual's development as well as for the development of bank. 
However, if transfers are not effected in a systematic manner or it is done with vindictive 
intentions, it will not be fruitful. 
Ho-6: (Correlation Table: 3.6a) - There is no significant relationship between 
Performance Appraisal System (PAS) and Transfers/ Placement (T/P) in the bank. 
Ho-14: (Correlation Table: 3.6b) - There is no significant impact of Transfers/ 
Placement (T/P) on the Working Results (WR) of bank. 
Analysis of Result: 
The null hypothesis Hn-6 is accepted and therefore, concluded that the correlation does 
not differ significantly from a correlation of zero. 
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The mill hypothesis Ho-14 is accepted, and hence to be concluded that the correlation 
does not differ significantly from a correlation of zero. 
The study from the (Correlation Table- 3.6a) reveals that there is no significant 
relationship between the Performance Appraisal System and Transfers/ Placement. The 
Performance Appraisal System has nothing to do with the Transfers/ Placement process 
of bank. There is a separate Transfer Policy in the bank which is very religiousK 
implemented because transfer is mandatory in bank. However, the details furnished in the 
Appraisal about Transfers/Placement help the bank and management to work out the 
transfer policy strategy in detail. The results of the study in (Correlation Table- 3.6b) also 
show that there is no significant impact of Transfer/ Placement on the Working Results of 
bank. Although transfer is a routine exercise of the bank as every employee gets 
transferred after a fixed period of time, but undoubtedly they remain disturbed till they 
and their family settle down. Apparently it is accepted by the employees that transfer is a 
developmental tool. However, when the transfers are effected, they do not accept it very 
willingly and most of them try to get it changed to a comfortable place or if possible get 
cancelled the transfer order. Whomsoever it may concern, transfer is considered to be the 
bitter fact of their service life, and it gets reflected in their workings. However, Raman 
(2006) supports the concept of transfer and says that for an organization to be successful, 
it is essential to develop and harness people with varied kinds of experiences and 
personalities. And for an employee, he suggests that every change should be looked at as 
an opportunity and taken in a good spirit. 
9.2.3.7.-
Based on Test Value -3 of T-test significance, the average Mean and t-values of questions 
25 & 26 on Capital Rewards/ Benefits (CR/B) forming the hypotheses Ho-7 and Ho-15 
are 3.8924 and 8.714 respectively representing the respondents feeling that Capital 
Rewards/ Benefit is meaningful and significant for the employees and the bank. The 
decision of management for Capital Rewards/ Benefits to performers is appreciable; it 
may have significant and far reaching consequences on bank's performance. 
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H(r7: (Correlation table: 3.7a) - There is no significant relationship between 
Performance Appraisal System (PAS) and Capital Rewards/Benefits (CR/B) in the bank. 
H(rl5: (Correlation table: 3.7b) - There is no significant effect of Capital Rewards 
Benefits (CR/B) on the Working Results (WR) of bank. 
Analysis of Result: 
The null hypothesis Hn-7 is accepted and concluded that the correlation does not differ 
significantly fr-om a correlation of zero. 
The null hypothesis Ho-15 is rejected at 0.01 level of significance and concluded that the 
correlation differs very significantly from a correlation of zero. 
The resuU of study (Correlation Table- 3.7a) shows that there is no significant 
relationship between the Performance Appraisal System and Capital Rewards/ Benefits. 
In the Appraisal System, the employees' performance and achievements are furnished, 
however, the Capital Rewards/ Benefits to them are not decided based on simply that 
information. Like other categories of banks, the Standard Chartered Bank also has 
separate assessment instrument to assess the performance and achievement of the 
employees. Since the system of appraisal in the bank is open, employees' performance/ 
achievements are transparently displayed therein, making it known to everyone. This 
does not leave any scope of manipulation. The subsequent study (Correlation Table-
3.7b) reveals that there is a positive and very significant effect of Capital Awards/ 
Benefits (CR/B) on the Working Results (WR) of bank. The statement of the question 
proves to be true that Capital Rewards to high performers is a motivating factor for him/ 
her. A reward to the performer gives him/ her satisfaction of recognition and appreciation 
from the top management, which subsequently gets converted into a sense of 
belongingness on their part. This sense of belongingness helps them to perform better, 
giving boost to performance of bank. Wright and Gorey (2001) in this context explain 
that with the application of appropriate shared reward, a powerful, practical tool is 
created, aimed at improving individual and work effectiveness. Mallikarjunan (2006) 
takes the issue forward and says that the motivating and encouraging incentives are not 
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limited only to monetary benefits handed out to an employee; they extend to promptness 
in response to the problems and grievances of the employee and promptness in the 
sanction of" increments or in giving him promotion. Further, making the work 
environment friendly and granting him a little decision-making autonomy would create in 
him a sense of gratitude and eventually a commitment that is vital for the successful 
functioning of any organization. If the organization were also prompt in recognizing the 
employee's merit and rewarding him, he would feel obliged to the organization. 
9.2.3.8.-
Based on Test Value-3 of T-test significance, the average Mean and t-values of question 
27 on Punishment (P) to employees for mistakes/ lapses forming the hypotheses Ho-8 and 
Ho-16 are 2.6709 (below 3.00) and -3.351 respectively, revealing that the respondents 
disagree to the idea of punishment to employees for lapses when there is no bad intention 
involved. This decision of the management will not only affect the career of an individual 
employee but also it will affect the bank's working results adversely. 
Ho-8: (Correlation Table: 3.8a) - There is no significant relationship between 
Performance Appraisal System (PAS) and Purjishment (?) to employees for offences/ 
lapses in the bank. 
Ho-16: (Correlation Table: 3.8b) - There is no significant and adverse effect of 
Punishment (P) to employees for mistakes/ lapses on the Working Results (WR) of bank. 
Analysis of Result: 
The null hypothesis Ho-8 is accepted, and hence it can be concluded that the correlation 
does not differ significantly from a correlation of zero. 
The null hypothesis Ho-16 is rejected at 0.05 level of significance, and hence concluded 
that the correlation differs significantly from a correlation of zero. 
The study in the (Correlation Table- 3.8a) reveals that there is no significant relation 
between the Performance Appraisal System and the Punishment to employees for 
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mistakes/ lapses. It is clear from the study that based on some information related to 
mistakes/ lapses appeared in the Appraisal, no punishment can be initiated against an> 
employee. Moreover, if any such incident has come to light, the management will not 
wait till Appraisal report is submitted, for initiating action against the employee. Fhere is 
separate exercise for this purpose which may be Enquiry Committee, Vigilance 
Committee, CBI case etc., and that can be utilized for initiating disciplinary action. 
However, the subsequent study (Correlation Table- 3.8b) reveals that there is significant 
and negative impact of the punishments to employees on the working results of bank. If 
any employee is punished for any mistake/ lapses which is not committed with any bad 
intention, he/ she gets demoralized and it affects his/ her performance adversely resulting 
into poor working results of bank. In financial institution when one is taking numerous 
financial decisions, it is very natural that some bonafide commercial decisions, may go 
wrong and the punishment for this may not be in the larger interest of bank too. The bank 
has to be judicious while awarding the punishments. With regard to the accountability for 
non-performance and for the mistakes, Bhaskar (2004) rightly suggests that HR 
department's intervention is a must for establishing the facts of each case; proper 
judgment with impartial attitude helps develop satisfaction among the staff members. 
9.3. Summary of Hypotheses 
The rejection and acceptance of Hypotheses in the above discussions have been 
summarized as under in Table-5, for the benefit of researchers and readers so as to easily 
locate the status of hypotheses in the course of referring the research study. 
Tabie-5 
Summary of Acceptance/ Rejection of Hypotheses 
S.N 
1. 
2. 
Hypotheses 
Ho-1 
Ho-2 
Assumptions 
No significant 
relationship between 
Performance Appraisal 
svstem and Counseling 
and Career 
Development. 
No significant 
relationship between 
BOB 
Rejected 
Accepted 
ICICI 
Accepted 
Rejected 
SCB 
Accepted 
Accepted 
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3. 
4. 
6. 
8. 
Ho-3 
Ho-4 
Ho-5 
Ho-6 
10. 
Ho-7 
Ho-8 
Ho-9 
Ho-10 
Performance Appraisal 
System and 
Administrative and 
Operational Control. 
No significant 
relationship between 
Performance Appraisal 
System and 
Recruitments/ 
Selection. 
No significant 
relationship between 
Performance Appraisal 
System and Trainings/ 
Job Enlargement. 
No significant 
relationship between 
Performance Appraisal 
System and 
Promotions/ Elevation. 
No significant 
relationship between 
Performance Appraisal 
System and 
Transfers/Placement. 
No significant 
relationship between 
Performance Appraisal 
System and Capital 
Rewards/ Benefits. 
No significant 
relationship between 
Performance Appraisal 
System and 
Punishments. 
No significant effect of 
Counseling and Career 
on 
-of 
Development 
Working Results 
Bank. 
No significant effect of 
Administrative and 
Operational Control on 
the Working Results of 
Bank. 
Rejected Rejected Rejected 
Rejected Rejected Rejected 
Accepted Accepted Accepted 
Accepted Accepted Accepted 
Accepted Accepted Accepted 
Accepted Accepted Accepted 
Accepted Rejected Accepted 
Rejected Accepted Rejected 
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11. 
12. 
13. 
14. 
15. 
16. 
Ho-11 
Ho-12 
Ho-13 
Ho-14 
Ho-15 
Ho-16 
No significant effect of 
Recruitments/ Selection 
on the Working 
Results of Bank 
No significant effect of 
Trainings/ job 
enlargement on the 
Working Results of 
Bank. 
No significant effect of 
Promotions/Elevation 
on the Working 
Results of Bank. 
No significant impact 
of Transfers/ 
Placements on the 
Working Results of 
Bank. 
No significant effect of 
Rewards/ Benefits on 
the Working Results of 
Bank.. 
No significant and 
adverse effect of 
Punishments on the 
Working Results of 
Bank. 
Accepted 
Rejected 
Accepted 
Accepted 
Accepted 
Accepted 
Rejected 
Rejected 
Rejected 
Accepted 
Accepted 
Rejected 
Rejected 
Rejected 
1 j 
Rejected 
Accepted 
Rejected 
Rejected 
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Summary, Conclusions, Suggestions, Limitations and Direction for 
Future Research 
The analysis, results and findings of study have been presented in previous two chapters 
of 8 and 9. In this chapter, the study is being summed up, conclusions are drawn based on 
the findings of study and then some suggestions subsequent to conclusions are given with 
a view to benefit the employees and the banks. Having come across certain limitations 
during the course of study as explained at the end of the chapter, there is always a scope 
in future for the researchers to improve the study which has been outlined with certain 
directions based on mainly the results of our present study and the literature survey 
carried out at the beginning of the study. 
10.1. Summary 
In the new business environment, HR no more means only support services; it plays a 
strategic role in realizing business goals and improving organizational performance. 
There is a major challenge before the HR professionals to measure the HR performance 
in determining the overall organizational performance. Today the total transformation of 
Human Resources has become both a business necessity and a strategic, value-adding 
opportunity. The HR Strategy will need to address the issue of how the organization will 
build its HR Capital (which expands the capabilities of the organization). The HR 
functions will need to develop the strategies for building a knowledge-based workforce 
that can meet future challenges confronting the organization. Competitive advantage 
today stems primarily from the internal resources and capabilities of individual banks -
including a bank's ability to develop and retain a capable and committed workforce. If 
competitive success is achieved through people - if the workforce is indeed an 
increasingly important source of competitive advantage - then it is really important for 
the banks to build a workforce that has the ability to achieve competitive success and 
which cannot be readily duplicated by anyone. "In the closing years of the twentieth 
century, management has come to accept that people, not cash, buildings or equipment. 
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are the critical differentiators of a business enterprise. As we are now into the new 
millennium and find ourselves in a knowledge economy, it is undeniable that the people 
are the profit lever. All the assets of an organization, other than people, are inert, fhev 
are passive resources that require human application to generate value. The key to 
sustaining a profitable company or a healthy economy is the productivity of the 
workforce, our human capital. In the American economy, where over half of the gross 
national product is allocated to the information sector, it is obvious that knowledgeable 
people are the driving force." - The ROI of Human Capital by Jac Fitz-enz (2000). 
Strategic planning refers to management processes in organizations through which future 
impact of change is determined and current decisions are taken to reach a designed 
future. These have far reaching influence on the organization. Top management in Indian 
organizations, though recognize the importance of strategic planning, paradoxically they 
devote little time and effort to it. However, in the light of the ongoing liberalization 
process, there is an inherent need to change this trend. Strategic planning assumes greater 
importance due to rapidly changing markets and their increasing complexity. Once the 
organization defines its strategy, the HR professionals need to design HR strategy to 
support that organizational strategy. Not the banking industry alone, with the changing 
business scenario, Pattanayak (2003) says that it has become imperative for ever> 
organization to achieve corporate excellence. There is a greater challenge now before 
Indian corporate sectors. HR Strategy has to be linked with the business goals of the 
organization, as it is going to play a major role to cope up with the challenges. Therefore, 
it is important for organizations to align their corporate strategy with HR Strategy, as 
addressing these challenges require the talents, energies and performance of human 
resources. It has been found that organizations following different corporate strategies 
utilize different HR practices. In the new economy, organizations will become successful 
only when they develop capabilities such as responsiveness, speed, agility, learning 
capacity and employee competence (Schuler & Jackson, 1987; Arthur. 1992). The most 
critical asset of a business is its manpower. The business is an interaction of men. 
machines, materials and money, but what distinguishes a successful organization from an 
unsuccessful one, is the quality of its manpower. The role of management is therefore, to 
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optimize the use of resources available to it so that they all are used together in the most 
possible combination in order to bring organizational excellence. Jayamani (2005) 
believes that the core competence which India and Indian organizations can acclaim is in 
the human resource development. This inherent power of India to be utilized to the 
maximum in order to achieve the ultimate goal of prosperity through excellence is 
management by excellence (MBE) which is the new paradigm in HRM. Human 
excellence is manifested not just through individual efforts; team effort is often needed 
especially in organizational settings for surpassing achievement. The more an 
organization promotes individual or team excellence, the more the organization itself is 
likely to excel. Excellence is powered by strong commitments. The Darwinian's 
philosophy of survival of the fittest ruled the universe for years which was overruled by 
the modern philosophy of the survival of the mightiest. The international scenario is fast 
changing and now the new age paradigm is the survival of the competent, where we are 
concerned more about the core competency of the human being. All our actions are 
aimed at some goal and every action is a pursuit of excellence. In today's corporate 
world of fast changing business environment, those who are not developed or those who 
do not develop themselves, will not only be professionally dead but will also be punished 
for their indifferences from other employees' development in the organization. 
A viewpoint that is being emphasized recently is the role of ethics in achieving corporate 
excellence. Ethical values and clarity about these values characterize excellent 
organizations (Hoffman et al, 2000). It is strongly felt that organizational values and 
practicing ethics have definite bearing on corporate excellence. Ethics and ethical values 
of people play a significant role in organizations as a creator of values. It contributes to 
the quality of work and the life at workplace. It emerged in USA during 1970s, as a result 
of ongoing radical social changes. In last twenty-five years or so, the importance of ethics 
has surged in India also. In the opinion of Prasad (2005), ethics is considered to be an 
absolute necessity for efficient and effective organization as it helps the market, it helps 
the organization. Work ethics implies that a person works for achieving the 
organizational objectives in totality. Ethical value-based organizations treat their staff as 
human assets; the staff is empowered and highly motivated. Today, value-based 
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management is the only answer to prosperity of business and. therefore, surxival and 
growth of future organizations will be driven by ethical values on a long- term basis. The 
market is competitive and in the long-run, only those organizations will survive the 
competitions which are based on ethical values, fairness and integrity. 
10.2. Conclusions 
The results of this study and investigations show that the Performance Appraisal System, 
the vital HR Instrument is either related or having not related to HR functions. Similarly, 
the HR functions have either shown positive and significant impact on the working 
results of banks, or have shown positive but insignificant impact or sometimes also 
shown negative impact on the working results of banks. The results being discussed as 
per specific objectives of the study are, as under. During the discussion of results of this 
study, we will often be referring the hypotheses which for reference are available in 
Table-5 of Chapter 9, under the head of Summary of Acceptance/ Rejection oj 
Hypotheses. 
10.2.1. First Objective of our Study: Performance Appraisal System is 
significantly related to HR functions. 
• The findings of our study vide hypotheses Ho-3 (recruitments/ selection) and Ho-4 
(trainings/job enlargement) summarily rejected in all 3 banks, thereby support the 
first objective of our study that the performance appraisal system is significantly 
related to HR functions, 'recruitments/ selection', and 'trainings/job enlargement' 
respectively in all the three banks. 
• The findings of our study in terms of hypotheses Ho-5, Ho-6, Ho-7 and Ho-8 
related to HR functions viz; 'promotions/ elevation', 'transfers/ placement", 
'capital rewards/ benefits' and 'punishments' respectively having been accepted 
in all 3 banks thereby showing that they are not significantly related to 
performance appraisal system of any bank and therefore they do not support the 
first objective of our study. 
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• The findings of our study vide first two hypotheses Ho-1 and Ho-2 related to HR 
functions viz; 'counseling and career development', and "administrative and 
operational control' respectively show mixed results; out of six possible results 
(two of each bank), two are rejected and four are accepted meaning thereby thai 
only two results support the first objective of our study and the remaining four do 
not support. 
We therefore, observe from the findings of this study and conclude that the first objective 
of our study, 'performance appraisal system is significantly related to HR functions' is 
not fully supported in any of the banks. 
10.2.2. Second Objective of our Study: HR functions have positive and 
significant effect on the Working Results of banks. 
• The findings of results vide hypotheses HQ-H (recruitments/ selection). Ho-12 
(trainings/ job enlargement) and Ho-13 (promotions/ elevation) in the case of 
ICICI and Standard Chartered Bank which are uniformly rejected, support our 
second objective of the study that there is positive and significant impact of 
recruitments/ selection process, trainings/ job enlargement and promotions/ 
elevation on the working results of these two banks; whereas in the case of Bank 
of Baroda except Ho-12 (trainings/job enlargement), other two hypotheses Ho-11 
(recruitments/ selection) and Ho-13 (promotions/ elevation) having been accepted 
suggest that the HR functions, 'recruitments/ selection' and 'promotions/ 
elevation' are having insignificant impact on bank's working results and they do 
not support the second objective of our study. This result supports the 
observations of Asthana and Sharma (2005) that there is generally no 
management orientation to HR functions in Indian (public sector) banks as much 
as it is perceived. The HR has not yet received there the treatment and drawn the 
attention of top management in enunciating HR policies and its mission, as many 
other areas of banking have received and are supported by the policy documents. 
The same views are expressed by Sharma and Agarwal (2005) who report that. 
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even today in public sector banks, the HR strategies are not linked with business 
strategies and that result into damage to their business. They are recenth given 
more autonomy on deciding the HR issues relating to staffing pattern, rocriiiimeni 
process, trainings, promotions process, etc., however, they are not yet fulh 
exploited to explore the avenues of excellence. 
• The findings of results in terms of hypothesis Ho-9 (counseling & career 
development) in the case of Standard Chartered Bank, although statistically does 
not apparently support the second objective of our study as it supports in case of 
ICICI Bank , but in reality it supports the objective as we have got enough 
evidence available from the secondary sources as well as from the personal 
interview with the respondents, whereas in case of Bank of Baroda, the findings 
do not physically support the objective of our study. The result of study again 
supports the observations of Asthana and Sharma (2005). 
• The findings of results in terms of hypothesis Ho-10 (administrative and 
operational control) in case of ICICI Bank although statistically does not support 
the second objective of our study apparently as it supports in case of Standard 
Chartered Bank, but in reality it supports the objective as we have again got 
enough evidence available from the secondary sources as well as the personal 
interview with the respondents of bank; however, in contrast to the Ho-9 
(counseling and career development) the findings of this study in case of Bank of 
Baroda support the second objective of study that 'administrative and operational 
control does have positive and significant impact on the working results of bank'. 
• The findings of results vide hypotheses HO-14, HO-15 and HO-16 in ternis of 
'transfers/ placement', 'capital rewards/ benefits' and 'punishments" respectively 
do not support the second objecfive of our study in case of Bank of Baroda; 
whereas in case of Standard Chartered Bank, the capital rewards/ benefits (Ho-l 5) 
and the punishments (Ho-l6) support the second objective, and in case of ICICI 
Bank, the punishments (Ho-16) alone supports the second objective of our study 
that, 'HR functions have direct and significant impact on the working results of 
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banks'. Here again the result of study in case of Bank of Baroda supports the 
observations of Asthana and Sharma (2005). 
We therefore, observe from the findings of this study and conclude that the second 
objective of our study, 'HR functions have positive and significant impact on the working 
results of banks' is comparatively supported more strongly in private and foreign sector 
banks (ICICl and Standard Chartered banks) than in public sector bank (Bank of 
Baroda). 
10.2.3. Overall Conclusions 
Moreover, besides the above we find from our observations and the secondary sources 
available that ICICI and Standard Chartered banks have open organizational culture, 
more freedom, more control over the work, less supervisory control, etc. which is 
somehow found lacking in public sector banks. In a closed organizational culture of 
public sector banks with less freedom, less control over the work, excessive supervision, 
routine assignments, etc. which are the features of immaturity, employees tend to exhibit 
the bahaviour of immaturity regardless of their actual state. Organizational environment 
and practices determine how an individual behaves. Depending upon the environment in 
organizations, employees' behaviour changes. When the degree of maturity of employees 
does not match with organizational practices (e.g. less freedom, less control over, routine 
assignments, excessive supervision, etc.), a conflicting situation arises. Employees with a 
degree of maturity face conflict, frustration and anxiety when subjected to these practices. 
In this context, Kandula (2003) refers, Chris Argyris - the renowned Organizational 
Behaviourist who called this as basic ingruity between organization and individual (under 
his seminal model known as Immaturity - Maturity Continuum in his book titled 
Personality and Organization published in 1957), which has drastic impact on 
performance of employees. 
Since there is open organizational culture in private and foreign sector banks, their 
employees' opinion, perceptions, priorities, awareness, understanding and approaches to 
the issues differ widely from those of public sector banks which have closed 
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organizational culture. It also reflects the level of their professional up bringing, 
educational backgrounds, and quality of professional and personal life. While interacting 
personally with the officers and managerial staff of the private and foreign banks it was 
noted that the staff of foreign bank was more matured, confident and of a better 
understanding than those of private sector bank, and those of private sector bank was 
more than that of the public sector bank. 
Statistically also by using Group Statistics, this is proved from their Mean differences, as 
under-
23.2532 (SCB) > 22.7802 (ICICI) > 20.9244 (BOB) 
CODE 
B O B 
I C I C I 
CODE 
B O B 
S C B 
CODE 
I C I C I 
S C B 
N 
119 
91 
N 
119 
79 
N 
91 
79 
Table-6 
Group Statistics -1 
Mean 
20.9244 
22.7802 
Std. Deviation 
4.38441 
4.63753 
Table-7 
Group Statistics - 2 
Mean 
20.9244 
23.2532 
Std. Deviation 
4.38441 
4.49920 
TabIe-8 
Group Statistics - 3 
Mean 
22.7802 
23.2532 
Std. Deviation 
4.63753 
4.49920 
Std. Error Mean 
.40192 
.48615 
Std. Error Mean 
.40192 
.50620 
Std. Error Mean 
.48615 
.50620 
In the globalized economy, there is therefore a fear to public sector banks from foreign 
and new private sector banks of overtaking the business, if they do not immediately 
change their mindset and prepare the human resources in accordance with. The foreign 
banks can give more tough competition to their Indian counterparts. They know that the 
relationship banking has always been a part of the Indian banking culture which is being 
capitalized by them by reaching out the existing as well the prospective customers 
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through varying media. As a part of strategy for excellence, Nair (2006) suggests that 
Indian bankers should embrace the concept of customer loyalty and get committed to 
building and maintaining customer relationships. 
However, it has also emerged from the discussions of study that 3Cs- culture or 
character, commitment and competence which are important for creating the banking of 
high order and already present in banking in India, are HR strategic and aligned to 
various business strategies. But we have still to create a new banking in India whose 
mindset is more global, building a more customer-focused organizational culture and 
creating a 'value-adding' growth. Business Organizations are always defined by their 
commitments and character or culture. The HR relates to core competencies, and the 
banks need to build and maintain core competencies because this is the source of 
competitive advantages. Core competencies have a lot to do with recruitment/ selection, 
training, development, promotions and retaining the best people. And as per Evans 
(2003), HR plays a lead role in this mandate. It is equally important to note from the 
study of Mohan (2006), the Deputy Governor of Reserve Bank of India that the public 
sector banks have responded to the new challenges of competition, as it is reflected in the 
increase in the share of these banks in the overall profit of the banking sector. From the 
position of net loss in mid 1990s, in recent years the share of public sector banks in the 
profit of the commercial banking system has become broadly commensurate with their 
share in assets, indicating a broad convergence of profitability across various bank 
groups. This suggests that, with operational flexibility, public sector banks are now 
competing relatively effectively with foreign and private sector banks. The 'market 
discipline' imposed by the listing of most public sector banks has also probably 
contributed to this improved performance. After the Banking Service Recruitment Board 
has been abolished by the Govt, of India a few years back, in public sector banks- a 
people oriented service industry, the major strength is now recognized to be the quality of 
the people within, and therefore they have started formulating and implementing their 
own new HR Resourcing Policy, taking care of recruitments aspects besides promotions, 
trainings, transfers, counseling and career development and all other HR related issues. 
which appear to be more scientific, HR strategic and aligned to business strategies. They 
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are now initiating the campus recruitments, recruitments from open markets, etc. and 
implementing all HR strategic measures which will not only help them to fall in line with 
foreign and private sector banks but they may surpass them in times to come, fhe fact 
can not be denied that, the public sector banks which were once considered slothful, 
obese, unimaginative and unambitious, are now conjuring up new visions of prosperit) 
and growth. Since the contribution of human resources in Indian banking being a more 
people-oriented service industry can not be ignored, a little judicious thinking on HR 
aspects can bring about more desired results of excellence in the working of banks in 
India in near future. Although it is said that foreign banks are capitalizing the concept of 
relationship banking; however, in our opinion it is not so, they are lacking on this front. It 
was realized in the course of personal interaction with their employees that they are 
arrogant, an egoistic by nature and lacking personal approach in their bahaviour; and this 
they call professionalism with professional ego. They have simply advanced technologies 
and better infrastructure which are their competitive advantages today; however, that may 
be temporary and can be copied. The permanent source of competitive advantage is none 
other than human resources and their development in all respect, which fortunately is 
enjoyed by the Indian public sector banks. 
10.3. Suggestions 
Above findings and observations have led the researcher to offer some suggestions as 
under which may hopefully prove to be useful to employees and the banks in India. 
• In most of the banks, the Performance Appraisal System lacks objectivity and also 
the credibility in terms of its uses for developmental purposes which are leading 
to mismatch between the HR functions and the results of banks. 
• The authority should periodically review the performance appraisal system to 
ensure that no important HR function hitherto left out remains uncovered. 
• The authority should analyze the performance of the employees objectively in 
terms of the set standards, establishing linkages with all vital HR functions; and 
take note of the issues brought out in the appraisal for the development of banks 
and the employees. 
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• A Performance Appraisal System to be introduced allowing the immediate Junior 
Officer/s to appraise the workings of their Superiors. 
• The Performance Appraisal System should be invariably introduced for the 
workmen staff on the closed basis system by all banks on the lines of Bank of 
Baroda (already introduced), not only to enforce discipline in them but also as a 
step in the direction of promoting organization-wide performance culture of 
respective bank. 
• The existing Performance Appraisal System based on marks should be changed to 
Grading so that the biased ness on the ground of marks is eliminated. 
• The top management of the banks, particularly public sector banks should 
understand the gravity of situation of talented employees leaving the organization, 
and therefore they should involve themselves in the process of counseling and 
career development. 
• Retention of highly skilled and the best performance giving staff members should 
be the first priority of banks. As Narsimham Committee has rightly observed. "It 
would be necessary to reward specially skilled and talented persons of known 
merit with accelerated promotional opportunities, if banks are to retain the 
brightest members of their staff and not to lose them to competitors in the 
financial service industry". 
• Employee Satisfaction Survey on the line of Customer Satisfaction Survey should 
be introduced which may help the banks to know the grievances of employees as 
well as their expectations from the Management. 
• An Exit Interview System should be introduced so that the reason of employees 
leaving the banks can be known to the management and as a result, they may take 
preventive steps to retain them. However, if any employee wants to leave for 
better career options, there should be a permanent exit policy for such employees. 
• Raise the entry level qualification of clerks to graduation and that of the 
subordinate cadre to Higher Secondary. 
• Banks should develop a constant liaison with Management Institutes to attract the 
best of the talents available. 
• A specialized Committee should be formed in every bank to idenlify ke\ 
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competency gaps among the executives which may investigate the existing as 
well as prospective ways of developing them to function effectivel) in the 
competitive world and that should periodically meet to discuss the issues, as also 
has been suggested by Swain (2004). 
• The work ethics, corporate values, morale, discipline, code of conduct and loyalt> 
to the organization must be strongly embedded into the minds of all employees. 
• Bank should change its short sighted approach and adopt broader perspective 
while exercising its authority in promoting the people so that a right kind of 
individual gets the opportunity to be promoted what he/ she deserves. Promotion 
should be prioritized based on performance and merits rather than merely on 
seniority. 
• For transfers to be meaningful as a tool for management development, it must be 
systematically planned as a part of HR policy for each executive in position 
[Prasad, 2005]. Frequent transfers may adversely affect the work efficiency of 
officers, it therefore be avoided. Such transfer leads to frustration and low level of 
output by the employees. A transparent transfer policy can repose employees 
confidence in banks and its management, and banks therefore should re-look the 
transfer policy emphasizing on minimum dislocation of employees. 
• For employees' contribution towards achievement of business goals of the bank, 
the banks should introduce both financial and non-financial reward system. 
instead of financial reward system alone as being normally practiced by banks. 
The non-financial reward system in the form of children's higher education, 
scholarship to children, trips to abroad for self & family, etc. would be more 
rewarding and long lasting, and it may go a long way in banks progress. 
• Nature of banks' job is such that it may not be stress free, the banks therefore 
should engage Counselors to render counseling to employees, as to overcome 
such stress. 
10.4. Limitations of Study 
There were various limitations having come across during the course of our study. 
Despite best of the efforts, some limitations beyond our control continued to be there. 
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However, all possible efforts were made within the circumstances available, to give the 
best results. Some of the limitations worth mentioning are, as under: 
JU. 4.1. Industry Coverage: To study the Banking Industry as such, is difficult due to its 
vast network of branches spread all over the country even abroad and also the size of its 
employees being whopping. Moreover, the nature of its business activities and the 
business hours, are another big hindrance in carrying out the study. Their normal business 
activities are so time-bound that to approach them during business hours is not free from 
embarrassing situation for the researchers. And after business hours, if somehow 
researcher is assured to be attended, it remains simply a formality on bankers' part; and 
the information provided may be lacking the quality of desired level. However, there is 
no choice to researchers other than to accept it. 
10.4.2. Subject Coverage: The study related to HR and HR related issues, though very 
relevant in present day of globalized economy, the people as yet think that to attend the 
researcher is a waste of time. It had been a very tough task to convince the interviewees 
to spare a little time to fill in the questionnaire. They were made to believe that if they do 
not co-operate, the research efforts to bring at fore their grievances about recruitments, 
trainings, transfers, promotions, etc. which may help them and banks in development, 
would remain unattended. 
10.4.3. Population & Sample Size: The population size, 'Commercial Banks in India - 89 
as explained earlier, was too large. Even the size of their staff was extremely large. In 
such situation, the sample of a proportionate size would have still been large enough to 
study it purposefully. Therefore, to carry out the desired study, the decision of a research 
methodology for Case Study of 03 banks randomly selected, was taken. Although it is not 
a very true representation of the Population size, however we had to restrict with it, as 
Kothari (2000) illustrates that "sometimes the sample is selected even if this makes a 
sample less than fully representative, to serve a specific purpose". 
10.4.4. Time Constraints: There is a time limitation to carry out the Ph.D study 
programme. If we would have taken a sample of larger size, it surely would have been 
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difficult for the researcher to complete the work within the stipulated period, for various 
reasons. As stated the reasons are, spread of branch network, nature of study, tendency of~ 
interviewees/ respondents to the queries, etc. 
10.4.5. Cost Constraints: The funds available to researcher are also very limited. He is to 
carry out the total research work single handedly. He can not afford to have the 
investigator, tabulator or for that matter any assistant who can help him in the research 
work, and therefore he is to be always conscious about the cost factor. 
10.4.6. Personal Constraint: Last but not the least, the researcher's knowledge and 
personal biases apart from personal constraints like family responsibilities and other 
social obligations too would have had an impact on this study. And therefore, any error or 
omission is fully owned by the researcher. 
10.5. Direction for Future Research 
There is always a scope for future researcher to improve the study; whether it is a 
research study, the analysis work or an experimental study in basic Science. And 
therefore, there are some directions for future researchers. 
• For future research, the questionnaire can be modified and designed still in more 
lucid manner focusing on many other strategies, like technological, marketing, 
advertising and publicity, cost cutting, etc. in relation to HR Strategies aligned 
with business strategies. 
• The future researcher should plan well in advance to approach the target group of 
respondents by mail instead of reaching them in person (with a view to difficulties 
explained under industry coverage limitation) but taking the higher management 
into confidence so that they may not be able to refuse it. This will not only 
provide them better information and save the traveling time, costs of traveling. 
traveling exertions, etc., but this will also give enough time to respondents to 
think and provide better feedback in response to the questions. It will no doubt be 
little more time taking but the quality of feedback is best assured. In instant case. 
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there has always been the difficulty in reaching out to respondents and getting 
back the properly filled in questionnaires was ever doubtful. 
• With a view to a large population size of commercial banks in India spread ail 
over the country, if feasible future researchers should increase the size of sample 
to a reasonable level and carry out the study by proportionately selecting the 
sample unit from each bank based on geographical regions of the country as il is 
with future direction to approach the respondents through mail and not through 
personal interview. In instant case, the primary data was collected more from a 
particular area and its surroundings where the researcher is stationed due to the 
personal interview with the respondents because the response received through 
mail was poor on account of no region based strategy adopted in the study. 
• The future researchers can also modify the research topic as 'commercial banks in 
India with particular reference to a region (specify)' in order to make it more 
convenient and accessible to them so as to arrive at better results of the study. 
The findings of present study are therefore, believed to provide a conceptual framework 
and an insight which may contribute as a direction to the future researchers for 
understanding the banks geographical spread, their functioning and the problems of 
future research in commercial banks in India. This study will serve as a road map and a 
basis to future researchers in understanding the employees attitude and their quality in 
banking in general and Indian banks in particular, their awareness and perceptions about 
HR functions and systems being implemented in banks; for devising a more focused 
research problems covering more number of banks, whose study can provide the results 
which may be more directed towards an attempt to excellence. 
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Appendix 
Covering Letter for the Questionnaire 
Dear Sir, 
I am a Doctoral candidate carrying out a research work on the topic. "HR Strategy for 
Corporate Excellence- A Study of Select Commercial Banks in India", leading to Ph.D 
degree in Business Administration, from the Department of Business Administration. 
Faculty of Management Studies and Research, Aligarh Muslim University, Aligarh, U.P., 
India. 
The Questionnaire is designed to collect the information on HR System, HR & Business 
Strategies related issues in banks, like Performance Appraisal System, Recruitments, 
Trainings, Transfers, Promotions, Rewards, Punishments, Working Results of banks, etc. 
for the purpose of proposed study. It is therefore, requested you to kindly spare some of 
your valuable time to fill-in the questionnaire enclosed. 
Please be assured that at no point of time, you will be asked to reveal your identity and 
the information collected will exclusively be used for the proposed study. 
Your co-operation is highly solicited. 
Thank You. 
With kind regards, 
(Waseem Ahmad) 
C/o Department of Business Administration 
Faculty of Management Studies and Research 
Aligarh Muslim University, Aligarh - 202002 
(INDIA) 
Mobile-09456241237 
E-Mail - waseem2604@yahoo.com 
Research Study Questionnaire 
Please read the statements and write your most appropriate choice, i.e. if agree write 4, 
if disagree write 2, etc., using the following keys. 
5- Strongly Agree (SA), 4- Agree (A), 3- Neither Agree nor Disagree (NAND). 
2- Disagree (DA) and 1- Strongly Disagree (SDA) 
QUESTIONS 
1) Bank's Performance Appraisal System for officers 
is not just an annual ritual. 
2) Performance Appraisal System is an important 
tool for an effective human resource development. 
3) Appraisal System plays an important role in an 
Individual's overall development. 
4) Closed reporting system of performance appraisal, 
is unbiased. 
5) Absence of performance appraisal for workmen, 
leaves them uncovered under banks' organization-
wide performance culture. 
6) Counseling & career plarming is practiced in the 
Bank. 
7) In the backdrop of highly competitive market-
driven economy, counseling and career 
development plans are most sought after. 
8) Involvement of top management is required in the 
process of counseling and career planning. 
9) Bank's existing administrative and operational 
control system, does not need restructuring. 
10) There should be more autonomy to branch 
functionaries in staff matters, for the sake of 
better administrative control. 
11) Abolition of BSRB has given more autonomy to 
Banks in recruitments. 
12) HR Resourcing Policy formulated by Banks on 
abolition of BSRB, is taking proper care of 
Banks recruitment needs. 
13) Officers recruited in specialized areas through 
open recruitments and from B-School Campuses, 
are of better quality. 
14) Trainings are inevitable for survival and growth 
of individuals and organizations. 
15) Need based trainings are provided. 
SA A NA 
ND 
DA SD 
A 
16) External trainings are superior to in-house tmgs. 
17) On provided specialized trainings, placements 
are given in accordance with. 
18) After specialized trainings, proper placement is a 
pre- requisite to deliver a desired result. 
19) Performance of the employee, is evaluated after 
each training. 
20) All promotions should be merit-cum seniority-
based. 
21) All promotions should be seniority-based alone. 
22) All promotions should be merit-based alone. 
23) Periodical transfer is mandatory in Bank to avoid 
any fraudulent intentions of the employees. 
24) Transfer is a development tool, it should be 
planned and effected systematically. 
25) Capital rewards to high performers, is a 
motivating factor for them. 
26) Capital rewards to high performers, is not a 
demotivating factor for non-performers. 
27) There should be a severe punishment for lapses/ 
irregularities/ mistakes. 
28) Bank's top management discusses business plans 
directly with the employees. 
29) There is an open and non interfering work 
environment in the bank. 
30) Management is flexible and proactive in business 
related matters. 
31) Management encourages the delegation of 
authority to achieve Bank's business goals. 
32) Seeking clarifications from superiors in policy 
matters is encouraged. 
33) Innovative business ideas are welcomed. 
SA A NA 
ND 
D 
A 
SD 1 
^ i 
1 
1 
I Your Profile: Bank's Name: Bank of Baroda/ ICICI Bank/ Standard Chartered BanJT 
1) Gender: Male/ Female 
2) Qualifications: Middle School/ High School/ Hr. Secondary/ Graduate/ 
Post Graduate/ Ph.D/ MBA/ MSW/ CA/ ICWA/ Engineer 
3) Designation; Clerk/ Officer -1/11/ III/ IV/ V/ Vl/ VII 
4) Age:-—Years (a) 20-25 (b) 26-30 (c) 31-35 (d) 36-40 (e) 41-45 (046-50 (g) 51-55 (h) 56-60 
(1) BankofBaroda 
T-test Table : A - « 
(1) One-Sample Statistics 
VI 
V2 
V3 
V4 
V5 
V6 
V7 
V8 
V9 
VIO 
VII 
V12 
VI3 
V14 
VIS 
V16 
V17 
V18 
V19 
V20 
V2I 
V22 
V23 
V24 
V25 
V26 
V27 
V28 
V29 
V30 
V31 
V32 
V33 
N 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
119 
Mean 
3.1261 
4.0924 
4.0168 
2.6134 
3.8571 
2.5462 
4.2773 
4.1933 
2.5126 
3.9748 
3.8992 
3.5294 
3.2101 
4.3950 
3.3529 
3.5294 
3.2269 
4.3529 
3.0336 
4.0084 
2.0504 
3.1597 
3.7059 
3.9748 
4.1092 
3.2269 
2.8403 
3.3950 
3.3361 
3.2689 
3.5294 
3.6050 
3.7899 
Average 
Mean 
values 
^ 
> 3.5412 
J 
"] 
Y 3.6723 
J 
J- 3.2437 
1 
r 3.5462 
J 
•\ 
> 3.6485 
J 
1 
r 3.0728 
J 
"V 3.8404 
' \ 3.6681 
— • 2.8403 
• ^ 
I ,.. 
^ 3.4874 
J 
Std. Deviation 
1.17570 
.78104 
.75894 
1.07443 
.92320 
1.19141 
.67553 
.86629 
1.06457 
.92482 
.94236 
1.07217 
1.00738 
.67921 
1.04629 
1.00695 
1.05314 
.63230 
.96492 
1.05361 
.92836 
1.17879 
.95094 
.91561 
.92782 
.96933 
.99986 
1.06738 
1.06785 
.99743 
.93721 
.91335 
.95557 
Std.Error 
Mean 
.10778 
.07160 
.06957 
.09849 
.08463 
.10922 
.06193 
.07941 
.09759 
.08478 
.08639 
.09829 
.09235 
.06226 
.09591 
.09231 
.09654 
.05796 
.08845 
.09658 
.08510 
.10806 
.08717 
.08393 
.08505 
.08886 
,09166 
.09785 
.09789 
.09143 
.08591 
.08373 
.08760 
(1) BankofBaroda 
(2) One-Sample Test 
Table: A-2 
VI 
V2 
V3 
V4 
V5 
V6 
V7 
V8 
V9 
VIO 
Vll 
V12 
V13 
VI4 
V15 
V16 
VI7 
V18 
V19 
V20 
V21 
V22 
V23 
V24 
V25 
V26 
V27 
V28 
V29 
V30 
V3I 
V32 
V33 
t 
1.170 
15.258 
14.615 
-3.925 
10.128 
-4.155 
20.626 
15.026 
-4.994 
11.498 
10.409 
5.386 
2.275 
22.404 
3.680 
5.735 
2.350 
23.342 
.380 
10.441 
-11.158 
1.478 
8.098 
11.614 
13.042 
2.553 
-i.742 
4.037 
3.434 
2.941 
6.162 
7.226 
9.018 
Average 
values 
• - > 
^ 7.449 
^ 
\ 
f 10.499 
J 
"I 3.252 
\ 
r 6.023 
J 
> 
>• 9.649 
J 
\ 
J 0.761 
J 9.856 
J 7.798 
—•-1.742 
1 
>• 5.470 
J 
df 
118 
118 
118 
\ \ 8 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
118 
Test Value =3 
Sig 
2-talled) 
.245 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.025 
.000 
.000 
.000 
.020 
.000 
.705 
.000 
.000 
142 
.000 
.000 
.000 
.012 
.084 
.000 
.001 
.004 
.000 
.000 
.000 
Mean 
Difference 
.1261 
1.0924 
1.0168 
-.3866 
.8571 
-.4538 
1.2773 
1.1933 
-.4874 
.9748 
.8992 
.5294 
.2101 
1.3950 
.3529 
.5294 
.2269 
1.3529 
.0336 
i .0084 
-.9496 
.1597 
.7059 
.9748 
1.1092 
.2269 
-.1597 
.3950 
.3361 
.2689 
.5294 
.6050 
.7899 
95% Confidence interval 
of the Difference 
Lower Upper 
-.0874 
.9507 
.8790 
-.5816 
.6896 
-.6701 
1.1547 
1.0360 
-.6806 
.8069 
.7281 
.3348 
.0272 
1.2717 
.1630 
.3466 
.0357 
1.2382 
-.1415 
.817! 
-1.1181 
-.0543 
.5333 
.8086 
.9408 
.0509 
-.3412 
.2012 
.1423 
.0878 
.3593 
.4392 
.6164 
.3395 
1.2342 
1.1546— 
.1915 
1.0247 
-.2375 
1.3999 
1.3505 
-.2941 
1.1427 
1.0702 
.7240 
.3930 
1.5183 
.5429 
.7122 
.4181 
1.4677 
.2088 
1.1997 
-.781! 
.3737 
.8785 
1.1410 
1.2777 
.4029 
.0218 
.5887 
.5300 
.4500 
.6995 
.7708 
.9634 
(2) I C I C I Bank 
T - Test 
Table: A - 3 
VI 
V2 
V3 
V4 
V5 
V6 
V7 
V8 
V9 
VIO 
Vll 
V12 
V13 
V14 
VIS 
V16 
V17 
V18 
VI9 
V20 
V21 
V22 
V23 
V24 
V25 
V26 
V27 
V28 
V29 
V30 
V3I 
V32 
V33 
N 
91 
91 
91 
91 
91 
91 
91 
91 
91 
91 
91 
91 
91 
91 
91 
91 
91 
91 
91 
91 
91 
9! 
91 
9! 
91 
91 
91 
91 
91 
91 
91 
91 
91 
(1) One- Sample Statistics 
Mean 
3.6923 
4.1868 
4.2308 
3.2637 
3.6593 
2.9560 
4.7802 
4.7912 
2.7802 
4.2198 
3.9560 
3.9890 
3.8132 
4.7143 
3.7253 
3.5495 
3.8022 
4.8791 
4.2198 
4.3626 
1.8681 
3.4176 
4.0220 
4.2198 
4.8242 
3.5385 
2.2527 
3.6813 
3.7692 
3.5604 
3.8022 
3.9670 
4.0000 
Average Mean 
values 
'v 
^ 
>• 
3.8066 
-1 
y 4. J 758 J 
y 3.500 
1 
J 3.9194 
•N 
J 
>- 4.1484 
-^  
J 3.2161 
J 4.1209 
J 4.1814 
^ 
^ 2.2527 
J 
3.7967 
Std.Deviation 
1.16134 
.69781 
.66795 
.99817 
.63630 
1.07406 
.51212 
.48342 
.69606 
.87942 
.71355 
.79575 
.90569 
.73463 
1.05479 
1.15724 
1.10775 
.38973 
.82734 
.73811 
.60016 
1.17441 
.53703 
.41639 
.41078 
.94643 
.87678 
.91747 
.89538 
92146 
.90945 
.82260 
.74536 
Std ^rror Mean 
.12174 
.07315 
.07002 
.10464 
.06670 
.11259 
.05369 
.05068 
.07297 
.09219 
.07480 
.08342 
.09494 
.07701 
.11057 
.12131 
.11612 
.04086 
.08673 
.07738 
.06291 
.12311 
.05630 
.04365 
.04306 
.09921 
.09191 
.09618 
.09386 
.09660 
.09534 
.08623 
.07813 
(2) I C I C I B a n k 
Table : A - 4 
VI 
V2 
V3 
V4 
V5 
V6 
V7 
V8 
V9 
VIO 
Vll 
V12 
V13 
VI4 
V15 
V16 
V17 
V18 
V19 
V20 
V21 
V22 
V23 
V24 
V25 
V26 
V27 
V28 
V29 
V30 
V31 
V32 
V33 
t 
5.687 
16.224 
17.577 
2.521 
9.885 
-390 
33.160 
35.346 
-3.012 
13.231 
12.781 
11.856 
8.565 
22.260 
6.559 
4.529 
6.908 
45.995 
14.064 
17.611 
-17.991 
3.392 
18.154 
27.945 
42.362 
5.427 
-8.130 
7.084 
8.195 
5.802 
8.414 
11.214 
12.798 
Average 
t-values 
"^  
> 10.379 
J 
\ 
rujos J 
~L5.110 
1 
f 11.067 
J 
> 
^16.719 
J 
~\ 
Y 1.004 
J 
"123.050 
~l23.895 
—•-8.103 
^ 
V e o i 0 
J 
(2) One- Sample Test 
df 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
90 
Test Value= 
Sig,(2-
tailed) 
.000 
.000 
.000 
.013 
.000 
.697 
.000 
.000 
.003 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.001 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
3 
Mean 
Difference 
.6923 
1.1868 
1.2308 
.2637 
.6593 
-0440 
1.7802 
1.7912 
-.2198 
1.2198 
.9560 
.9890 
.8132 
1.7143 
.7253 
.5495 
.8022 
1.8791 
1.2198 
1.3626 
-1.1319 
.4176 
1.0220 
1.2198 
1.8242 
05385 
-.7473 
.6813 
.7692 
.5604 
.8022 
.9670 
1.0000 
95% Confidence 
interval of the 
Difference 
Lower 
4504 
1.0415 
1.0917 
.0559 
.5268 
-.2676 
1.6736 
1.6905 
-.3647 
1.0366 
.8074 
.8233 
.6246 
1.5613 
.5056 
.3084 
.5715 
1.7980 
1.0475 
1.2089 
-1.2569 
.1730 
.9101 
1.1331 
1.7386 
.3414 
-.9299 
.4902 
.5828 
.3685 
.6128 
.7957 
.8448 
Upper 
.9342 
1.3321 
1.3699 
.4716 
.7919. 
1797 
1.8869 
1.8919 
-.0748 
1.4029 
1.1046 
1.1547 
1.0018 
1.8673 
.9449 
,7905 
1.0329 
1.9603 
1.3921 
1.5164 
-1.0069 
.6622 
1.1338 
1.3065 
1.9097 
.7356 
-.5647 
.8724 
.9557 
.7523 
.9916 
1.1383 
1.1552 
(3) Standard Chartered Bank 
T - Test 
Table: A - 5 
(1) One -Sample Statistics 
VI 
V2 
V3 
V4 
V5 
V6 
V7 
V8 
V9 
VIO 
VII 
V12 
VI3 
V14 
VIS 
V16 
V17 
V18 
VI9 
V20 
V21 
V22 
V23 
V24 
V25 
V26 
V27 
V28 
V29 
V30 
V31 
V32 
V33 
N 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
79 
Mean 
3.3671 
4.4430 
4.5949 
2.8608 
3.5190 
3.4557 
4.5949 
4.6582 
2.9241 
4.1519 
3.8481 
4.1139 
4.1139 
4 5823 
4.0506 
3.9114 
3.9873 
4.7975 
4.0886 
4.291! 
1.4430 
2.9747 
3.9620 
4.3038 
4.4430 
3.3418 
2 6709 
3.7215 
3.9241 
3.8734 
3.9367 
3.9114 
3.8861 
Average Mean 
Values 
^ 
> 3.7570 
J 
1 
Y 4.2363 
J 
J 3.5380 
\ 
f 4.0233 
J 
> 
> 
4.2363 
> 
~| 
r 2 9029 
J 
J 4 1329 
J 3.8924 
— • 2.6709 
^ 
I 
3 8755 
J 
Std. Deviation 
1 03994 
65529 
54347 
94373 
.82990 
1.08365 
68909 
55206 
1 16324 
.73535 
1 12191 
.78426 
90564 
63261 
89010 
96330 
95399 
.40445 
81947 
93578 
.72936 
1 14326 
82342 
.60668 
.90223 
94579 
87298 
1 02453 
74717 
89682 
89646 
78756 
78426 
Std. Error ' 
Mean 
1 1700 
07373 
06115 
10618 
09337 
12192 
07753 
06211 
13087 
08273 
12622 
08824 
10189 
07117 
10014 
10838 
10733 
04550 
.09220 
10528 
08206 
12863 
09264 
06826 
10151 
10641 
09822 
11527 
08406 
10090 
10086 
08861 
08824 
(3) Standard Chartered Bank 
(2) One -Sample Test 
Table: A - 6 
VI 
V2 
V3 
V4 
V5 
V6 
V7 
V8 
V9 
VIO 
VII 
V12 
V13 
V14 
V15 
V16 
V17 
V18 
V19 
V20 
V21 
V22 
V23 
V24 
V25 
V26 
V27 
V28 
V29 
V30 
V3I 
V32 
V33 
t 
3.137 
19.573 
26.084 
-1.311 
5.558 
3 738 
20.572 
26.698 
-580 
13.923 
6.719 
12.624 
10.932 
22 231 
10.491 
8.409 
9.199 
39.501 
11.807 
12.263 
-18.974 
-.197 
10 384 
19.101 
14216 
3.212 
-3 351 
6 259 
10 992 
8 656 
9.287 
10.286 
10.042 
Average 
t-Values 
^ 
> 10.608 
J 
~\ 
y 17.003 
J 
J b.(ni 
1 
r 10.092 
J 
•>! 
*• 16.940 
> 
1 
Y -2.303 
J 
J 14.743 
J 8.714 
—•-3.351 
•^  
I ^
 9.254 
J 
df 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
78 
Test Value=3 
Sig. (2-tailed) 
002 
.000 
.000 
.194 
.000 
.000 
.000 
.000 
.563 
.000 
.000 
000 
.000 
000 
000 
.000 
.000 
.000 
.000 
000 
000 
.844 
.000 
.000 
.000 
.002 
.001 
.000 
.000 
.000 
.000 
.000 
.000 
Mean 
Difference 
3671 
1 4430 
1 5949 
- 1392 
5190 
4557 
1 5949 
1.6582 
-0759 
1 1519 
8481 
1 1139 
1 1139 
1 5823 
1 0506 
9114 
9873 
1.7975 
1 0886 
1 2911 
-I 5570 
-0253 
9620 
1 3038 
1 4430 
3418 
-3291 
7215 
9241 
8734 
.9367 
9114 
8861 
95% Confidence 
interval of the 
Difference 
Lower 
1342 
1 2963 
14732 
-3506 
3331 
2130 
1 4406 
1 5346 
-3365 
9872 
5968 
9383 
9111 
1 4406 
8513 
6956 
7737 
1 7069 
9051 
1 0815 
-1 7203 
-2814 
7776 
1 1679 
1.2409 
1299 
-5247 
4920 
7567 
6725 
7359 
7350 
7104 
Upper 
6000 
1 5898 
1 7167 
0721 
7049 
6984 
1 7493 
1 7819 
1846 
1 3168 
1 0994 
1 2896 
1 3166 
1 7240 
1 2500 
1 1272 
1 2010 
1 8881 
1 2722 
1 5007 
-! 3936 
2308 
! 1465 
1 4397 
i 6451 
5536 
- 1336 
9510 
1 0914 
1 0743 
1 1375 
1 0878 
1 0617 
1 
